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introduction 


Montana  State  Compensation  Insurance  Fund  (State 

Fund)  is  a  workers'  compensation  insurance  company  es- 
tablished by  the  State  of  Montana.  We  were  created  to  be  a 
competitive  state  fund  providing  market  stability  and  an 
available  market  to  Montana  employers.  We  are  a  leading 
force  in  the  industry  and  strive  to  provide  the  best  value  and 
service  to  Montana  employers  and  their  employees.  Today, 
the  State  Fund  is  a  nonprofit,  publicly  owned  workers'  com- 
pensation insurance  carrier  governed  by  a  seven-member 
board  of  directors. 

The  FY98  Strategic  Business  Plan  addresses  the  goal  of 
remaining  financially  strong  and  organizationally  sound.  We 
will  do  this  by  working  with  businesses  to  prevent  injuries, 
by  finding  more  efficient  ways  to  manage  claims,  and  by  pro- 
viding an  affordable  market,  a  fair  price,  and  excellent  cus- 
tomer serv'ice  and  communicauon. 

We  continue  to  build  on  Quality  Customer  Service  and 
Resource  Management  in  order  to  meet  our  goals.  Qualit}' 
Customer  Service  covers  initiatives  relating  to  account 
services,  customer  relations  and  communicadons  and  claim 
management.  Resource  Management  addresses  imdatives  in 
human  resources,  technology,  finance,  and  business 
environment. 

Through  the  strategic  initiatives  outlined  in  this  plan,  we 
will  remain  competitive  and  of  high  quality.  The  F\'98  Stra- 
tegic Business  Plan  will  ensure  State  Fund  has  the  resources 
needed  to  weather  market  swings  and  achieve  our  mission 
ot  being  Montana's  insurance  carrier  of  choice  and  industry 
leader  in  service. 


Because  the  customer  has  a  need, 
we  have  a  job  to  do. 

Because  the  customer  has  a  choice, 

Bwe  mpsl  be  the  best  choice. 
6  C  3  USShelUfi  haUJiSetQ  f  H  6  F 

must  be  considerate. 

Because  the  customer  has  an  urgency, 
we  must  be  quick. 

Because  the  customer  is  unique, 
we  must  be  flexible. 

Because  the  customer  has  high  expectations, 
we  must  excel. 

Because  the  customer  has  influence, 
we  will  gain  more  customers. 

Because  of  the  customer,  we  have  the  oppor- 
tunity to  provide  quality  service! 


Quality  Customer  Service 

Quality  customer  service  is  the  cornerstone  of  the  State  Fund.  Our  employees  work  hard  to  provide  first-ratc 
service  in  a  professional  and  courteous  manner. 

As  goals  are  developed  to  provide  quality  customer  service,  employee  involvement  continues  to  be  important. 
Employees  determined  the  State  Fund  provides  exceptional  service  when: 

■  Customers  experience  responsive  service  and  receive  information  in  a  timely  manner; 

■Employees  are  honest  with  customers  and  respect  their  needs;  and 

■Customers  are  able  to  interact  with  knowledgeable,  accessible,  and  courteous  employees. 

Policyholders  and  injured  workers  appreciate  the  extra  effort  of  State  Fund  employees,  and  satisfaction  con- 
tinues to  grow.  The  1995  Customer  Satisfaction  Survey  reported  79.9%  of  policyholders  were  sadsfied  or 
very  satisfied  with  the  State  Fund.  In  1996,  that  figure  went  up  to  89.9%.  According  to  the  1997  Customer 
Satisfaction  Survey,  92.1%  of  respondents  were  very  satisfied  or  satisfied  with  the  State  Fund. 

To  continue  to  provide  quality  customer  service,  goals  and  actions  plans  were  developed  for  the  1998  Strategic 
Business  Plan.  These  are  found  in  the  sections  marked  Account  Services,  Communications,  and  Claim  Management. 
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■  Customer  Satisfaction 
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Injured  Worker  Satisfaction 


iaiFY97 
EOFY96 


1.  Overall  sadsfacdon  with  the  claim 
process. 

2.  Overall  sadsfacdon  with  our 
Managed  Care  Organizations. 

3.  Responsiveness  to  inquiries. 

4.  Explanation  of  benefits  and 
settlements. 


Companson  includes  first  three  quarters  of  F\'96  and  FY97  data.  Fourth  quarter  data  not  yet  a\'ailable  for  compan- 
son.  The  injured  uorker  surv^ey  began  in  FY96  and  is  conducted  monthly  after  a  claim  has  been  dosed. 


Quality  Customer  Service 


Lony  TfinU  GOSiS!    l .  Achieve  and  maintain  SSVo  overall  customer  service  satisfaction. 

2.  Achieve  and  maintain  NCCI  premium  rate  ranking  of  20  or  better. 

Interim  and  Short  Term  Goals:  (The  work  Plan  that  supports  these  goals  begins  on  page  12.) 

Account  Services 

Organize  Underwriting  Department  structure  and  responsibilities  to  promote  sound  underwriting  decisions  and  superior 
customer  service.  Complete  development  of  full  underwriting,  loss  control  and  premium  audit  capacities.  Establish  and 
expand  State  Fund's  capacity  to  provide  competitive,  high-quality  products 14 

.  Expand  pricing  programs  to  further  differentiate  account  quality  and  exercise  fair  share  pricing. 14 

•  Implement  agency  program  and  achieve  new  business  wntings  of  $2  million 15 

.  Focused  pncing  and  service  delivery  for  the  state  agency  accounts 17 

.  Redefine  cross  functional  team  concept,  recommend  and  implement  pilot  design 18 

•  Identify  and  implement  workflow  Improvements 18 

.  Improve  State  Fund  financial  stability  by  reducing  loss  ratio  by  3%  and  lost  work  days  by  3% 19 

•  Improve  premium  audit  penetration  to  6,500  audits  annually. 21 

.  Implement  employer's  liability  coverage  product 21 

.  Prepare  for  potential  future  payment  of  dividends 22 

Provide  necessary  training  and  career  opportunity  to  achieve  optimal  employee  performance  and  satisfaction 23 

•  Develop  and  implement  training  specific  to  Underwriting/Policy  Services 23 

Customer  Relations  and  Communications 

Provide  prompt  telephone  response  to  customer  inquiries  with  efficient,  courteous  service.  Develop  communication  channels 
with  policyholders  and  claimants  that  provide  responsive,  effective  flow  of  information.  Develop  customer-oriented  forms 
and  written  materials 25 

.  Provide  customers  with  prompt,  accurate  information 26 

•  Continue  to  provide  effective  and  ongoing  policyholder,  claimant  and  employee  communications  and  activities 27 

Claim  Management 

Prompdy  investigate  and  effectively  manage  lost  time  claims  with  a  focus  on  early  return  to  work.  Immediately  contact 
injured  workers  and  policyholders  following  claim  assignments  and  reduce  indemnity  claims  reporting  time  and  the 
overall  return  to  work  period 31 

•  Maintain  an  average  of  85%  of  first  compensation  payments  made  within  14  days  of  notice,  for  last  six  months  of  FY98 32 

•  Average,  over  the  year,  85%  of  legitimate  bills  will  be  paid  within  30  days  of  receipt 32 

.  During  the  first  six  months  of  FY97,  maintain  75%,  and  dunng  the  last  six  months  of  FY98,  80%  of  lost  time  claims  (excluding 

OD)  be  reported  within  14  days.  Reporting  includes  injured  worker,  employer  and  provider  notice  of  accident 33 

.  Average,  over  the  last  six  months  of  FY98, 100%  improvement  in  24  hour  contact  (excluding  weekends)  from  the  date  of 
notice  to  the  Fund  with  the  injured  worker  and  employer  on  all  continuous  lost  time  claims;  if  contact  cannot  be  made,  an 
acknowledgement  letter  will  be  sent  within  48  hours  of  notice  to  the  Injured  worker  and  employer.  Within  48  hours  of  notice 
to  the  Fund,  an  acknowledgement  letter  will  be  sent  to  the  injured  worker  on  all  medical  only  claims 33 

•  Reduce  FY98  average  lost  work  days  by  3%  from  FY97  benchmarks  and  achieve  an  average  yearly  productivity  ratio  of  1 .02  to  1 .05. 
True  productivity  targets  will  be  established  by  removing  the  actual  decrease  In  claims  reporting  for  the  period  measured  to  establish 
the  productivity  ratio 34 

•  Maximize  medical  cost  containment  and  achieve  quality  and  time  line  requirements  Identified  within  MCO  contracts 35 

•  Improve  work  flow,  communications,  claim  system  fiinctionality  and  quality  of  management  reports 36 

.  Improve  customer  service  through  effective  claim  management 38 

Improve  and  maintain  an  effective  fraud  prevention  and  detection  program  and  maximize  recoveries  for 

fraud  and  subrogation 39 

.  Maintain  a  3  to  1  return  on  investment  for  the  fraud  program.  This  Includes  the  fraud  department  budget.  Department  of 
Justice  costs  and  PI  costs  related  to  prosecuted  cases 39 

•  Increase  subrogation  recoveries  and  reserve  savings  by  10%  over  FY97  results 40 

.  Evaluate  cost  effectiveness  of  implementing  an  outside  fraud  detection  software  package 41 


Resource  iVIanagenient 

Effective  resource  management  is  vital  to  the  success  of  the 
State  Fund,  and  our  financial  strength  is  important  to  our  cus- 
tomers and  all  Montanans.  Our  resources,  financial  assets,  em- 
ployees, and  technology  must  be  healthy  to  ensure  our  success. 

The  Resource  Management  section  of  the  FY98  Strategic 
Business  Plan  includes  human  resources,  technology,  finance, 
and  business  environment.  This  section  oudines  goals  for  con- 
dnued  financial  strength  and  includes  goals  that  address  our 
need  to  hire,  train,  and  retain  qualified  people  on  staff  State 
Fund  employees  are  one  of  our  most  valuable  resources. 

It  IS  essential  that  State  Fund  keep  pace  with  technology.  Our 
plan  addresses  implementation  of  systems  that  will  reduce 
manual  processes,  improve  productivity,  establish  recovery 
plans  to  provide  for  continued  operation  in  a  disaster  situa- 
don,  create  an  Internet  presence,  and  condnue  to  enhance  over- 
all customer  service. 


Resource  Management 


LonyTGrn)  Goals;  l.  Achieve  and  maintain  a  premium  to  surplus  ratio  not  to  exceed  2  to  1. 

2.  Achieve  and  maintain  a  reserve  to  surplus  ratio  not  to  exceed  4  to  1. 

3.  Achieve  and  maintain  85%  overall  employee  satisfaction. 

Interim  and  Short  Term  Goals:  (the  Work  Plan  that  supports  these  goals  begins  on  page  42.) 

Human  Resources 

Identify  issues  and  create,  monitor  and  nnodify  actions  to  achieve  optimal  overall 

employee  satisfaction 43 

•  Fully  implement,  review  and  modify  (as  needed)  1^97  actions,  and  measure  success  to  improve  employee 

satisfacdon 43 

.  Identify  and  implement  actions  to  improve  employee  satisfaction  on  Human  Resource  Department 
specific  issues 44 

Review,  enhance  and  implement  Human  Resources  Programs  which  include  Performance  Planning  and 
Review  Program  (PPRP),  compensation,  recruitment  and  selection,  information  management  systems 
and  training. 45 

.  Complete  implementation  of  FY98  compensation  program  and  develop  FY99  compensation  plan 46 

.  Review  and  enhance  PPRP. 46 

.  Enhance  training  programs 47 

.  Enhance  recruitment  efforts 48 

.  Enhance  management  reporting. 48 

.  Develop  and  publish  comprehensive  Employee  Handbook 49 

.  Develop  and  publish  Human  Resources  Manual  for  supervisors 50 

Technology 

Strengthen  MIS  management  resources  and  improve  MIS  systems,  project  planning,  programming  processes 
and  knowledge  of  key  technology  issues.  Establish  disaster  recovery  plans  to  ensure  continued  operation 
of  the  State  Fund  in  a  disaster  situation.  Install  a  fully  functional,  automated  accounting  system.  Install 
operations  systems  that  improve  efficiency,  effectiveness  and  resources 52 

.  Implement  the  PAALS  and  AMPS  systems,  including  Phase  I  and  II  components 53 

.  Implement  EDI  for  medical  billing. 53 

.  Evaluate  and  improve  system  infrastructure 54 

.  Expand  management  reporting  capabilities 55 

.  Create  an  Internet/Intranet  presence  for  the  State  Fund 55 

.  Implement  the  most  cost  effective  and  efficient  legal  CD-Rom  system 56 

.  Expand  disaster  recovery  plans  to  ensure  business  continuity  in  the  event  of  a  disaster  situation 57 

.  Evaluate  effectiveness  of  BIS 58 


Finance 

Achieve  and  maintain  average  premium  rates  that  are  plus  or  minus  10%  of  the  median  NCCI  filed  loss 
costs  in  the  western  states  region 59 

.  Achieve  rate  level  bench  marking  to  western  region  states  using  the  top  fifty  class  codes  in  Montana 59 

.  Determine  factors  creating  differences  in  rate  levels 60 

.  Complete  comparison  of  State  Fund's  overall  rate  structure  to  top  five  private  carriers  in  Montana 61 

Manage  cashflow  and  maintain  maximum  total  return  on  investments  while  transferring  funds  as 
statutorily  required 62 

.  Establish  rates  and  analyze  pricing  programs  for  FY99  so  that  pricing  programs  of  the  State  Fund  provide 

the  Board  approved  contribution  to  surplus.  Current  contribudon  is  2.5%;  the  goal  for  FY98  is  3% 62 

Manage  cost  of  State  Fund  benefit  payments,  loss  adjustment  expenses  and  operating  costs  as  compared 
to  other  residual  market  state  funds  and  the  top  five  private  work  comp  carriers  in  Montana 63 

.  Establish  appropriate  benchmark  levels  (expenses  to  premium  dollar  comparisons  and,  where  appropriate,  per 

policy  comparisons)  for  operadng  costs,  loss  adjustment  expenses  and  benefit  payments 64 

.  Increase  operational  efficiencies  of  the  State  Fund 64 

.  Improve  accounts  receivable  tracking. 66 

Eliminate  the  Old  Fund  Liability  Tax  as  soon  as  feasible  according  to  statute,  but  no  later  than 

June  30,  1999 67 

.  Improve  certainty  of  Old  Fund  claim  reserves 67 

Business  Environment 

Transition  into  a  more  competitive  and  entrepreneurial  organization.  Remain  financially  strong 

and  organizationally  sound  to  absorb  swings  in  the  market  while  providing  competitive  services 

and  products  to  our  customers.  Determine  the  feasibility  and  cost-benefit  of  customer  needed  services, 

such  as  24  hour  coverage,  employer's  liabiUty  and  other  states  coverage 68 

.  Explore  issues  for  legislation  that  are  relevant  to  operations 68 

.  Explore  enhancements  to  strategic  planning  process 69 

.  Determine  feasibility  of  implementation  of  other  states  coverage 70 


Financial  Projection  Summary 


Financial  Progress 

The  State  Fund  has  enjoyed  recent  financial  success,  and  the  Board  of  Directors  has  put  that  money  to  work  for 
Montana.  As  of  June  30,  1996,  the  State  Fund  surplus  was  $231  million.  After  an  18%  rate  decrease  in  fiscal  year 
1996,  another  18.8%  decrease  made  up  of  a  manual  rate  decrease  and  expanded  underwriting  programs  was  ap- 
proved effective  for  fiscal  year  1997.  In  September  1996,  the  Board  declared  a  dividend  from  the  New  Fund  of  $102 
million  and  dedicated  it  to  retiring  the  outstanding  bond  debt  in  the  Old  Fund.  In  addition,  the  Board  supponed 
legislauon  to  transfer  an  additional  $63.8  million  of  New  Fund  surplus  to  help  eliminate  the  Old  Fund  Liability  Tax 
charged  to  aU  Montanans  as  early  as  June  30,  1999,  and  to  transfer  $20  million  to  the  state's  General  Fund  to  repay 
the  $20  million  dollars  the  Legislature  gave  the  State  Fund  in  the  1989  Legislative  session.  The  State  Fund's  financial 
success  benefits  aU  Montanans. 

The  progress  continues  as  another  5.6%  rate  decrease  will  be  effective  in  fiscal  year  1998,  reducing  State  Fund 
customer's  premiums  over  the  past  three  years  by  36%.  Current  projections  indicate  the  surplus  will  be  approxi- 
mately $150  million  by  the  end  of  fiscal  year  1997.  After  complying  with  legislative  actions,  the  State  Fund  surplus 
will  be  approximately  $82  million  by  the  end  of  fiscal  year  1999.  This  strong,  manageable  surplus  leaves  the  State 
Fund  with  the  abilit}'  to  operate  financially  sound. 

Financial  Projections 

We  have  incorporated  certain  assumptions  into  our  financial  projections  for  the  next  three  to  five  years. 


Financial  Assumptions — Mew  Fund 


1997        1998  1999  2000  2001  2002 

Premium  Rate  Change  -18.8%  -5.60%  0.00%  0.00%  0.00%  0.00% 

PayroU  Growth  1.90%     1.90%  1.90%  1.90%  1.90%  1.90% 

Investment  Rate  of  Return       6.25%    6.45%  6.50%  6.50%  6.50%  6.50% 

Indemnity  Discount  Rate  4.00%    3.75%  3.75%  3.75%  3.75%  3.75% 

Medical  Discount  Rate  2.00%     1.75%  1.50%  1.25%  1.00%  0.75% 

Adjustment  in  Prior  Years' 

Ultimate  Loss  Estimates  ($  44,000,000)  $0  $0  $0  $0  $0 

Agent  Commission  Rate  0.00%    5.00%  5.00%  5.00%  5.00%  5.00% 


We  assume  the  legislative  and  policy  framework  will  remain  essentially  unchanged,  and  annual  claim  volumes  and 
the  average  duration  of  claims  remain  relatively  constant.  Any  significant  changes  in  benefits,  employment  or  type 
of  coverage  provided  could  change  these  projections. 

In  addition,  unforeseen  risks  inherent  in  the  projections  include: 

■  General  economic  conditions 

■  Future  adjustments  to  ultimate  claim  cost  estimates 

■  Changes  in  return  on  investments 

■  Major  catastrophic  events 


Projected  Results  of  Operations — New  Fund 


INCOME  STATEMENT 


Actual 

1996   1997   1998   1999   2000   2001   2002 


Premium  Income  (includes  Policy  Charge  income)  $114,459  $85,575  $74,067  $75,483  $76,928  $78,399  $79,902 

Investment  &  Other  Income  33.642      29,486  26,452  24,893  25,593  26,663  27,808 

Claim  Expenses  (includes  reserve  adjustments)  (30,546)   78,186  78,719  78,568  80,125  81,830  83,644 

Loss  Adjustment  Expenses  (includes  reserve  adjustments)  713  7,837  6,743  6,895  8,000  8,182  8,368 

Operating  Expenses  (GAAP)  16,113      7,754  7,056  7,412  8,686  9,622  10,198 


Net  Income 

Surplus  Estimate  at  June  30 

Premium  to  Surplus  Ratio 

Loss  Reser\'e  to  Surplus  Ratio 

Fiscal  Year  Loss  Ratio 

Fiscal  Year  Loss  Adjustment  Expense  Ratio 

Underwriting  Expense  Ratio 


$161,821  $21,284  $8,001  $7,501  $5,710  55,428  $5,500 

$231,433  $150,450  $84,651  $82,152  $87,862  $93,290  $98,789 

0.49:1        0.57:1  0.87:1  0.92:1  0.88:1  0.84:1  0.81:1 

1.271:1      1.98:1  3.58:1  3.78:1  3.65:1  3.57:1  3.50:1 

-26.69%  91.37%  106.28%  104.09%  104.16%  104.38%  104.68% 

0.62%      9.16%  9.10%  9.13%  10.40%  10.44%  10.47% 

14.08%    9.06%  9.53%  9.82%  11.29%  12.27%  12.76% 


BALANCE  SHEET 

Total  Assets 


$546,586  $468,342  $408,475  $413,675  $429,537  $446,554  $464,805 


Unpaid  Losses  and  Loss  Adjustment  Expenses 
Other  Liabilities 

Total  Liabilities 


$294,478  $297,217  $303,149  $310,848  $321,000  $332,589  $345,341 
20,675   20,675   20,675   20,675   20,675   20,675   20,675 

$315,153  $317,892  $323,824  $331,523  $341,675  $353,264  $366,016 


Surplus 


231,433    150,450    84,651      82,152      87,862      93,290      98,789 


Total  Liabilities  and  Surplus 


$546,586  $468,342  $408,475  $413,675  $429,537  $446,554  $464,805 
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1996 


1997 


1998 


1999 


2000 


2001 


2002 


Summary  of  Assets,  Liabilities  and  Surplus 

Millions 
0.2  0.4  0.6 
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1 

1                                                   1 
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-1  $315,153 

15231,433 
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Revenues  and  Expenses 
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$148,101 
$13,720 

---._jni5,061 
^/^93,777 

$100,519 

$100,376 

$102,521                  ! 

5105,062               5^0^-^^° 

• ^____-» 

$96,811 
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$99,634 

2,210 

$92,518 

$92,875 

■     Total  Income 
♦    Total  Expenses 

1996 


1997 


1998 


1999 


2000 


2001 


2002 


Premium 

$114,459 

$85,575 

$74,067 

$75,483 

$76,928 

$78,399 

$79,902 

Investment  Incom 

'.  33,642 

29,486 

26,452 

24,893 

25,593 

26,663 

27,808 

Total  Income 

$148,101 

$115,061 

$100,519 

$100^76 

$102,521 

$105,062 

$107,710 

Losses  Incurred 

(30.546) 

78,186 

78,719 

78,568 

80,125 

81,830 

83,644 

LAE  Incurred 

713 

7,837 

6,743 

6,895 

8,000 

8,182 

8,368 

Underwriting 

16,113 

7,754 

7,056 

7,412 

8,686 

9,622 

10,198 

Total  Expenses 

($  B,720) 

$93,777 

$92,518 

$92,875 

$%,811 

$99,634 

$102,210 

NOTE:  the  decrease  m  expenses  in  1996  is  due  to  the  $101,360,000  decrease  in  estimated  ultimate  loss  costs.  Without  this  adjustment,  total 
expenses  for  fiscal  year  1 996  would  have  been  approximately  $87,640,000 
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Account  Services 

Underwriting  and  Policy  Services  arrange  for  workers'  compensation  insurance  coverage  and  answer 
customer  questions.  We  work  to  establish  a  fair  price  based  on  individual  business  characteristics  and 
coordinate  other  services  to  minimize  long  term  premium  costs. 

Our  goal  is  to  provide  customers  with  superior  quality  account  services.  During  this  fi.scal  year,  we  will 
focus  on  expanding  staff  duties  so  the  number  of  contacts  required  to  answer  questions  and  make  the 
necessary  changes  to  insurance  policies  is  reduced.  We  will  also  build  the  basic  foundation  for  a  full  service 
underwriting  department,  including  working  with  licensed  insurance  producers  throughout  the  state.  Our 
departmental  reorganization  emphasizes  the  delivery  of  differentiated  products  and  services  to  meet  the 
markets  varied  and  changing  needs.  It  embraces  the  concept  of  fair  share  pricing.  We  reward  customers  with 
a  demonstrated  commitment  to  safe  work  practices  and  encourage  others  to  develop  such  programs.  Our 
success  means  improved  customer  satisfaction  and  lower  costs. 

Loss  control  means  preventing  injuries  and  minimizing  their  impact  when  they  occur.  We  form  a 
partnership  with  customers  to  implement  cost-effective  solutions  to  help  reduce  workers'  compensation 
losses.  We  help  eliminate  and  minimize  exposure  to  losses  which  can  lower  insurance  costs — helping 
companies  become  more  profitable.  We  work  closely  with  both  internal  and  external  customers  to  help 
provide  the  safest  workplace  possible.  Our  goal  is  to  protect  human  lives  and  business  investments. 

A  premium  audit  is  a  process  which  involves  the  examination  of  business  operations,  records  and  books  of 
an  account  to  determine  the  actual  insurance  premium  due,  based  on  actual  operations,  payroll  and 
exposures  to  loss  related  to  the  coverage  period.  Premium  audits  are  customary  in  the  workers' 
compensation  insurance  industry  and  are  used  as  a  tool  to  ensure  that  operations  are  properly  classified  and 
all  policyholders  pay  appropriate  premiums.  One  goal  of  the  premium  audit  is  to  establish  rate 
equity — policyholders  pay  no  more,  no  less  than  required  to  cover  exposures.  Our  premium  audit  staff  can 
also  assist  customers  in  the  proper  set  up  of  their  books  and  records  for  premium  audit  purposes. 

The  Underwriting  Department  works  closely  to  achieve  Strategic  Business  Plan  goals  and  meet  customer 
needs  with  quality  account  services. 
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I.  Organize  Underwriting  Department  structure  and  responsibilities  to  promote  sound 
underwriting  decisions  and  superior  customer  service.  Complete  development  of  full 
underwriting,  loss  control  and  premium  audit  capacities.  Establish  and  expand  State  Fund's 
capacity  to  provide  competitive,  high-quality  products. 

Current  Performance 

1.  Retention  of  business  within  the  Large  Account  Unit  is  76%. 

2.  '97  CSS  results  indicate  that  95%  of  Customer  Satisfaction  Survey 
respondents  are  very  satisfied  or  satisfied  with  overall  Policy 
Services. 

3.  Accident  Year  1997  pure  loss  ratio  is  estimated  at  97%. 

4.  FY97  overall  State  Fund  average  lost  work  days  is  67  at  ten  months 
of  development. 

Performance  Goal 

1.  Achieve  85%  retention  of  all  business  within  the  Large  Account 
Group. 

2.  90%  or  better  of  customers  are  very  satisfied  or  satisfied  with  overall 
Policy  Services. 

3.  Achieve  an  overall  accident  year  pure  loss  ratio  for  the  State  Fund  of 
1.02%  as  established  in  rate  level  effective  for  7/1/97. 

4.  Reduce  average  lost  work  days  by  6%  for  the  State  Fund. 

Completed  by 

6/30/99 

Responsibility 

VP  Underwriting  with  all  VPs 
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A.    Expand  pricing  programs  to  further  differentiate  account  quality  and  exercise  fair 
share  pricing. 

Current  Performance 

Individual  schedule  rating  consideration  for  all  accounts  greater 
or  equal  to  $15,000  EAP.  Selected  accounts  <  $15,000  EAP 
also  being  considered.  High  loss  modifier  applicable  to  all 
accounts.  Tier  pricing  for  non-experience  rated  accounts 
>$  1,000  EAP  only.  Four  association  plans  currently  in  force. 

Perfonriance  Goal 

Expand  tier  pricing  eligibility  to  all  accounts  (approx.  25,000). 
Implement  merit  rating  plan  for  non-experienced  rated  accounts 
(approx.  20,000  policyholders). 

Completed  by 

6/98 

Responsibility 

VP  Underwriting,  VP  Claim 

Action 

Results 

Comp  by 

Responsibility 

1 .     Offer  retrospective  rating  option 
to  all  qualifying  new/renewal 
accounts  >$  100,000. 

more  competitive 
pricing 

ongoing 

VP 

Underwriting 

1 4  -  Account  Services 


Action 

Results 

Comp  by 

Responsibility 

2.     Arrange  for  necessary  rulemaking 
changes  to  accommodate  an 
expansion  of  variable  pricing 
programs. 

legal  authority  to 
expand  pricing 
program 

1/98 

VP 

Underwriting, 

VP  Legal 

3.     Implement  merit  rating  plan. 

price  differentiation 
for  smaller 
accounts 

4/98 

VP 

Underwriting 

4.     Underwrite  all  accounts  >$  10,000 
EAP  for  schedule  rating 
eligibility. 

fair  share  pricing, 
enhanced  retention 
of  profitable 
business 

5/98 

VP 

Underwriting 

5.     Expand  variable  pricing  to  all 
accounts  regardless  of  size. 

fair  share  pricing, 
increased  premium 
revenue 

5/98 

VP 

Underwriting 

6.     Implement  at  least  one  additional 
group/association  plan. 

enhanced  retention, 
quality  customer 
service 

6/98 

VP 

Underwriting 
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B.    Implement  agency  program  and  achieve  new  business  writings  of  $2  million.                 ^ 

Current  Perfonuance 

This  is  a  new  program. 

Performance  Goal 

$2  million  in  new  business  writings. 

Completed  by 

6/98 

Responsibility 

VP  Underwriting 

Action 

Results 

Comp  by 

Responsibility 

1 .     Monthly  reporting  to  President  on 
agent  pilot  progress  and  a  report 
with  recommendations  on  pilot 
expansion. 

efficiently  managed 
agent  program 

monthly 

and 

11/97 

VP 

Underwriting 

2.     Develop  a  reporting  foi mat  for 
documentation  of  agency  visits  by 
State  Fund  staff  Provide 
recommendation  on  format  to 
President  for  consideration  prior 
to  implementation. 

prompt  feedback 
provided  on 
surfacing  issues 
and  concerns 

7/97 

VP 

Underwriting 

1 5  -  Account  Services 


Action 

Results 

Comp  by 

Responsibility 

3.     Develop  a  Producers  Advisory 

facilitation  of 

8/97 

VP 

Council.  Prepare  a  report  to  the 

regular  feedback 

Underwriting 

President  with  recommendations 

from  agencies 

for  structure  and  procedures  to  be 

adopted. 

4.     Develop  a  publications 

producers  well 

10/97 

VP 

communication  plan  for  our 

informed  on  State 

Underwriting, 

participating  agencies. 

Fund  products  and 
services 

CR&C  Dir 

5.     Production/service  levels  assessed 

assure  quality  and 

10/97 

VP 

(pilot  monitored). 

success,  report 
generated  for 
President 

and  1/98 

Underwriting 

6.     Open  RfP  drafted  for  program 

agency 

2/98 

VP 

expansion. 

participation 

Underwriting, 

expanded,  more 

VP  Legal 

premium  writings 

7.     Develop  producer  incentive  plan. 

enhance  new 

11/97 

VP 

Perform  a  comprehensive  survey 

business  writings. 

Underwriting 

of  other  state  funds,  including 

report  provided  to 

residual  market  funds  doing 

President  for 

business  with  producers. 

approval 

8.     Perform  a  comprehensive 

ensure  competitive 

11/97 

VP 

evaluation  of  State  Fund's 

commission  rates 

and 

Underwriting 

commissions  in  comparison  to  the 

4/30/98 

Montana  market  place. 

9.     Evaluate  agency  contracts 

maintain 

2/1/98 

VP 

considering  competitive  market 

competitive 

Underwriting 

conditions  and  develop 

producer  contracts 

recommendations  to  the  President 

for  any  needed  adjustments. 

10.  Provide  an  agency  training  and 

expand  producers 

4/98 

VP 

orientation  session  to  new 

eligible  to  write 

Underwriting 

producers  anticipating  pilot 

business,  improved 

expansion. 

customer  service 

1 1 .  Agency  business  achieves 

surplus 

6/98 

VP 

incurred  developed  loss  ratio  (of 

contribution. 

Underwriting 

4%  less  than  overall  State  Fund 

downward  pressure 

book  of  business). 

on  rates 

16  -Account  Services 


Action 

Results 

Comp  by 

Responsibility 

12.  Producers  write  $2  million  in  new 
business. 

premium  growth, 
improved  service 

6/98 

VP 

Underwritmg 

13.  Conduct  one  agency  meeting  in 
several  key  cities.  By  1/98 
prepare  a  report  for  the  President 
on  proposed  meeting  structure, 
locations,  and  agenda. 

Producers  fully 
informed  on  State 
Fund  programs  and 
products 

6/98 

VP 

Underwriting 

O 

o 

o 

C.    Focused  pricing  and  service  delivery  for  the  state  agency  accounts. 

Current  Performance 

Guaranteed  cost  plans  with  no  supplemental  pricing.  Dedicated 
loss  control  and  claims  personnel. 

Performance  Goal 

Use  of  alternative  rating  plans  (retrospective  rating,  schedule 
rating,  etc.)  to  refine  state  agency  premium.  Quarterly  service 
assessments  and  action  plans. 

Completed  by 

6/98 

Responsibility 

VP  Underwriting 

Action 

Results 

Comp  by 

Responsibility 

1 .     Quarterly  analysis  of  state 
performance  and  State  Fund 
service  delivery. 

assess  effectiveness 
of  service,  make 
changes  as 
necessary,  report  to 
President 

quarterly 

beginning 

10/97 

VP 

Underwriting, 

with  all 
departments 

2.     Underwrite  100%  of  state  agency 
accounts.  Tailored  pricing/plans 
for  all  state  agencies  and  higher 
education. 

competitive 
product,  enhanced 
service 

6/98 

VP 
Underwriting 

1 7  -  Account  Services 
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D.    Redefine  cross-functional  team  concept,  recommend  and  implement  pilot  design. 

Current  Performance 

Cross-functional  teams  are  non-operational. 

Performance  Goal 

Implement  design,  if  approved,  and  provide  necessary  team 
training  and  identify  participating  accounts.  Benchmark 
performance  and  establish  performance  goals  for  FY99. 

Completed  by 

3/98 

Responsibility 

VP  Underwriting 

Action 

Results 

Comp  by 

Responsibility 

1 .     Pending  implementation  of  cross- 
functional  team  pilot,  identify  key 
accounts  and  deliver  coordinated 
service  by  Underwriting  and 
Claims. 

interim  measure  to 
improve  service  on 
targeted  accounts 

7/97 

VP 

Underwriting, 

VP  Claims 

2.     Identify  alternatives  to  existing 
team  concept  and  make 
recommendations  of  selected 
option  to  President. 

new  design  options 
for  better  customer 
service,  report  to 
President 

1/98 

VP 

Underwriting, 

VP  Claims 

3.     If  approved,  implement  design  as 
pilot. 

better  customer 
service,  enhanced 
retention  and  new 
business 
opportunities, 
implemented  pilot 
program 

3/98 

VP 
Underwriting, 

VP  Claims 
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E.    Identify  and  implement  workflow  improvements. 

Current  Performance 

1.  Filing  performed  by  personnel  in  all  policy  services  units. 

2.  Potential  new  CSU  responsibilities  identified,  training 
resources  identified. 

Performance  Goal 

1 .  More  efficient  use  of  policy  services  staff  expertise. 

2.  Realization  of  any  identified  efficiencies  from  the 
assessment. 

Completed  by 

10/97 

Responsibility 

VP  Underwriting 
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Action 

Results 

Comp  by 

Responsibility 

1.     Create  clerk  position  to  handle 

elimination  of 

8/97 

VP 

department  filing  needs. 

backlogs,  improved 
customer  .service 

Underwriting 

2.     Assess  with  CSU  transfer  of 

report  to  President 

12/97 

VP 

duties  and  training  provisions 

with  recommend- 

Underwriting, 

related  to  Underwriting  and 

ations  of  transfer  of 

VP  Admin/Fin 

Policy  Services.  Transfer  duties  to 

duties  to  the  CSU 

CSU  in  order  to  realize 

and  identified 

efficiencies  and  develop  effective 

customer  service 

customer  service. 

improvements 

3.     Train  CSU  on  those 

trained  staff  for 

1/98 

VP  Under- 

recommended items  approved  by 

enhanced  customer 

writing,  VP 

the  President. 

service 

Admin/Fin 

4.     Implement  the  transfer  of 

fewer  handoffs, 

2/98 

VP  Under- 

approved responsibilities  and 

better  customer 

writing,  VP 

capabilities  to  the  CSU. 

services 

Admin/Fin 

F.     Improve  State  Fund  policyholders'  loss  histories  by  reducing  the  overall  State  Fund 

"13 
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FY98  accident  year  pure  loss  ratio  by  3%  and  overall  average  lost  work  days  by  3%. 

Current  Performance 

FY97  accident  year  pure  developed  loss  ratio  is  97%,  and 

overall  average  lost  work  days  is  67  at  ten  months  of 

development. 

Performance  Goal 

Reduce  the  FY97  overall  State  Fund  accident  year  pure  loss 

s 

ratio  by  3%  in  FY98,  and  reduce  the  average  FY97  lost  work 
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days  by  3%  by  the  end  of  FY98. 

Completed  by 

6/98 

Responsibility 

VP  Underwriting 

Action 

Results 

Comp  by 

Responsibility 

1 .     Identify  approximately  250 

provide  quarterly 

7/97 

VP 

targeted  accounts  based  on 

status  reports  (by 

and 

Underwriting 

premium  size,  industry  and  loss 

10/31/97,  1/31/98, 

6/98 

history.  Target  loss  control 

4/30/98  and 

services  to  these  accounts  to 

7/31/98)  to  the 

reduce  their  average  loss  ratio  by 

President 

10%. 

addressing  progress 
on  each  goal  and 
related  action  plans 

2.     Develop  an  internal  loss  control 

consistent  loss 

9/97 

VP 

procedures  manual. 

control  procedures 

Underwriting 

1 9  -  Account  Services 


Action 

Results 

Comp  by 

Responsibility 

3.     Enhance  associations'  (Montana 
Motor  Carriers,  Montana 
Logging  Association,  Montana 
Builders'  Industry  Association, 
Montana  Stockgrowers 
Association)  loss  control 
activities  through  developing  and 
implementing  standards  for 
reporting  on  associations'  loss 
control  activities.  Participate  in 
monthly/quarterly  association 
meetings  (dates  and  places  will 
be  deteniiined  at  a  later  time). 
Involve  associations'  loss  control 
staff  during  in-house  training. 
MMCA:  July  97  -  three 
workshops  in  Bozeman, 
Missoula  and  Great  Falls 
MLA:  workshops  in  Feb.  98 
MBIA:  workshops  to  be 
determined  by  August  97. 

contents  of  the 
workshops  will  be 
coordinated  with 
Claims  and 
Underwriting 
departments; 
workshop  progress 
report  to  the 
President  will  be 
included  with  the 
quarterly  status 
report 

quarterly 

VP 

Underwriting 

4.     Develop  a  Loss  Control  Web 
Page  on  the  Internet. 

informative  Web 
Page  updated 
monthly  with  new 
technical  info  from 
VP  Underwriting 
and  updates  made 
by  MIS  &  CR&C 
Dir.;  quarterly 
report  to  President 

3/98 

VP  MIS,  VP 

Underwriting, 
CR&C  Dir. 

5.     Develop  eight  industry-specific 
Loss  Control  training  programs 
in  areas  of  construction,  services, 
and  manufacturing.  Programs 
provided  on  an  individual  basis 
to  policy  holders  as  needed. 

programs  will  be 
tailored  to  meet 
customers'  specific 
needs 

6/98 

VP 

UnderwriUng 
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Action 

Results 

Comp  by 

Responsibility 

6.     Conduct  10  loss  control 

ten  statewide 

6/98 

VP 

workshops  throughout  the  state. 

workshops 

Underwriting, 

(Dates,  places  and  subjects  are 

completed; 

VP  HR,  VP 

tentative.) 

emphasize 

Claim,  CR&C 

1/98  Miles  City  -  General  Safety 

importance  of  best 

Dir. 

1/98  Billings  -  Construction 

practices  in 

1/98  Bozeman  -  Ergonomics 

workplace  safety; 

1/98  Great  Falls  -  General  Safety  & 

workshop  content 

Ergonomics 

will  be  reviewed  by 

2/98  Lewistown  -  General  Safety 

executive  staff 

2/98  Havre  -General  Safety 

2/98  Kalispell  -  Construction  & 

Logging 

3/98  Missoula  -  General  Safety 

3/98  Butte  -  Construction  &  Minmg 

3/98  Helena  -  General  Safety 
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G.    Improve  premium  audit  penetration  to  6,500  audits  annually. 


Current  Performance 


Projected  FY97  physical  audits  is  4,980,  and  telephone  audits  is 
1,100  (projected  total  of  6,080  audits). 


Performance  Goal 


Increase  premium  audit  penetration  to  6,500  annually  (3,200 
physical  audits  and  3,300  telephone  audits). 


Completed  by 


6/98 


Responsibility 


VP  Underwriting 


Action 


Results 


Comp  by 


Responsibility 


1 .     Complete  a  total  of  6,500  audits 
either  by  phone  or  in  person. 


help  maintain 
adequate  premium 
for  covered 
exposures 


6/98 


VP 

Underwriting 
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H,    Implement  employer's  liability  coverage  product. 
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Current  Performance 


Not  currently  offered. 


Performance  Goal 


Determine  implementation  and  pricing  plan,  then  implement. 


Completed  by 


1/98 


Responsibility 


VP  Underwriting 
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Action 

Results 

Comp  by 

Responsibility 

1 .     Detemiine  limits  of  coverage  and 
pricing.  Provide  report  to 
President. 

coverage  product 
defined 

10/97 

VP 
Underwriting, 

VP  Admin/ 
Finance 

2.     Provide  for  any  necessary 
administrative  rule  changes. 
Provide  report  to  President 

modified  rules 
allow  for  coverage 

11/97 

VP 

Underwriting, 

VP  Legal 

3.     Report  to  President  with  final 
recommendations  for  coverage, 
product,  pricing,  and 
implementation  plan. 

decision  to  proceed 
based  upon  review 

11/97 

VP 

Underwriting 

4.     Offer  coverage. 

new  coverage 
product 

2/98 

VP 

Underwriting 

1 

>> 
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I.     Prepare  for  potential  future  payment  of  dividends. 

Current  Performance 

Not  currently  authorized  in  law  for  policyholders. 

Performance  Goal 

Prepared  for  payment  of  dividends  to  deserving  policyholders. 

Completed  by 

6/98 

Responsibility 

VP  Legal,  VP  Underwriting,  VP  Admin/Finance 

Action 

Results 

Comp  by 

Responsibility 

1 .     Survey  residual  market  and 
mountain  west  state  funds  who 
currently  have  policyholder 
dividend  programs. 

data  gathered  to 
serve  as  a  basis  for 
development  of  our 
program  criteria 
and  procedures 

1/98 

VP  Legal 

2.     Make  recommendations  to 

President  on  program  procedures 
and  criteria  guidelines  for 
policyholder  participation. 

program 
requirements 
defined,  drafted, 
and  submitted  for 
President's  review 

3/98 

VP  Legal,  VP 

Underwriting, 
VP  Admin/ 
Finance 

3.     Draft  rules  for  Board  adoption.         rules  adopted 

6/98 

VP  Legal 
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n.    Provide  necessary  training  and  career  opportunity  within  the  Underwriting  Department 
to  achieve  optimal  employee  performance  and  satisfaction. 

Current  Performance 

Employee  satisfaction  score  for  1996  was  2.90. 

Performance  Goal 

Overall  employee  satisfaction  score  of  3.00. 

Completed  by 

6/30/2000 

Responsibility 

VP  Underwriting,  VP  HR 

o 
O 

en 

A.    Develop  and  implement  training  specific  to  Underwriting  and  Policy  Services. 

Current  Performance 

1.  FY97  training  provided  in  premium  audit,  legal  (claim 
focus),  underwriter  trainee  training,  letter  writing,  public 
speaking  and  communications. 

2.  Underwriting  employee  overall  satisfaction  for  FY96  was 
2.90. 

3.  FY97  overall  customer  satisfaction  with  Policy  Services  was 
95%, 

Performance  Goal 

1.  Maintain  customer  satisfaction  levels  of  95%  or  higher. 

2.  Complete  training  provided  in  class  codes,  underwriting 
position  cross-training  and  underwriter  trainee  program. 

3.  Achieve  an  underwriting  overall  employee  satisfaction  for 
FY98  of  2.95  or  greater. 

Completed  by 

6/30/98 

Responsibility 

VP  Underwriting,  VP  HR 

Action 

Results 

Comp  by 

Responsibility 

1 .     Arrange  for  trammg  from 

Claims,  Audit,  Loss  Control  and 
Legal.  Training  agendas  to  be 
provided  to  the  President  in 
advance  of  each  training  session. 

improved  customer 
service 

bi- 
monthly 
through 
6/98 

VP 
Underwnting 

2.     Provide  training  to  underwriting 
personnel  regarding  legislative 
changes  from  recent  session. 

improve  customer 
service  by 
providing  better 
training  for  staff 

8/97 

VP  Legal 

3.     Formal  training  program  ends  for 
Underwriting  trainees. 

competent,  trained 
staff 

9/97 

VP 

Underwriting 

4.     Individual  account  and  group 
assignments  made. 

focused  customer 
service 

10/97 

VP 

Underwnting 
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Action 

Results 

Comp  by 

Responsibility 

5.     Develop  technical  and  customer 
service  training  programs  for 
Underwriting  staff. 

more 

knowledgeable 
staff,  better 
customer  service 

3/98 

VP 
Underwriting, 

VPHR 

6.     Complete  desk  Underwriting 
procedures  manual. 

training  tool, 
improved  customer 
service 

6/98 

VP 

Underwriting 

24  -  Account  Services 


Customer  Relations  and  Communications 

The  customer  service  unit  is  the  voice  you  hear  when  you  call  the  State  Fund.  We  can  help  you  with  most  questions 

you  may  have  about  workers'  compensation  insurance. 

We  help  initiate  claims  and  obtain  all  pertinent  information  about  the  injury  or  occupational  disease.  We  educate  our 
customers  on  the  benefits  of  prompt  reporting.  And,  we  gather  information  about  each  injury  and  develop  statistical 
reports  used  by  OSHA  and  the  Department  of  Labor.  Our  loss  control  staff  uses  the  information  to  evaluate  safety 
issues  and  help  policyholders  create  a  safer  workplace.  The  loss  run  report  is  created  from  this  statistical  information. 

Our  goal  is  to  provide  first-rate  customer  communications.  We  are  currently  undergoing  a  review  of  all  our  written 
materials  and  forms — making  them  easier  to  read  and  complete.  Community  seminars  and  focus  groups  continue  to  be 
a  major  component  of  our  customer  communications.  Providing  customers  with  interesting,  informative  and 
educational  materials  is  a  key  communications  function. 


in.  Provide  prompt  telephone  response  to  customer  inquiries  with  efficient,  courteous  service. 

Develop  communication  channels  with  policyholders  and  claimants  that  provide  a  responsive, 

effective  flow  of  information.  Develop  customer-oriented  forms  and  written  materials. 

Current  Perfounance 

'97  CSS  results  indicate  that: 

1 .  96%  of  CSS  respondents  are  very  satisfied  or  satisfied  with 

telephone  etiquette  and  responsiveness  to  inquiries. 

2.  97%  of  CSS  respondents  are  very  satisfied  or  satisfied  with  CSU 

service. 

3.  56%  of  CSS  respondents  say  they  strongly  agree  or  agree  that  the 

Pilot  is  informative  and  interesting  (38.8%  are  neutral). 

4.  63%  of  CSS  respondents  strongly  agree  or  agree  that  written 

material  is  easy  to  read  and  forms  easy  to  complete  (24.9%  are 

13 
o 

neutral). 

O 

5.  76%  of  CSS  respondents  strongly  agree  or  agree  that  seminars  are 

informative  and  useful  (18%  are  neutral). 

m 
1 

(N 

6.  Guardian  satisfaction  is  not  currently  measured. 

Performance  Goal 

1 .  95%  of  CSS  respondents  are  very  satisfied  or  satisfied  with 

telephone  etiquette  and  responsiveness  to  inquiries. 

2.  90%  or  more  of  CSS  respondents  say  they  are  very  satisfied  or 

.1— > 

f2 

satisfied  with  CSU  service. 

h-H 

3.  80%  of  CSS  respondents  strongly  agree  or  agree  that  the  Pilot  is 
informative  and  interesting. 

4.  75%  of  CSS  respondents  strongly  agree  or  agree  that  written 
material  is  easy  to  read  and  forms  easy  to  complete. 

5.  85%  of  CSS  respondents  strongly  agree  or  agree  that  seminars  are 
informative  and  useful. 

6.  70%  of  State  Fund  employees  strongly  agree  the  Guardian  is 
informative  and  interesting. 

Completed  by 

6/98 

Responsibility 

VP  Admin/Finance,  CR&C  Dir.,  with  all  VPs 

25  -  Communications 
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A.  Provide  customers  with  prompt,  accurate  information. 

Current  Performance 

1.  Projected  FYE  97  call  waiting  benchmark  is  30  seconds. 

2.  Customer  service  unit  (CSU)  handled  67%  (projected 
FYE97)  of  incoming  inquiries. 

3.  Abandoned  call  monitoring  is  a  new  project. 

4.  '97  CSS  results  indicate  that  97%  of  respondents  are  very 
satisfied  or  satisfied  with  CSU  service. 

5.  Licensed  insurance  producer  network  is  a  new  project. 

Performance  Goal 

1 .  Maintain  industry  standard  for  customer  call  waiting  of  30 
seconds  or  less. 

2.  CSU  handles  75%  of  incoming  inquiries. 

3.  Benchmark  and  decrease  by  50%  abandoned  calls. 

4.  Maintain  or  improve  on  current  customer  satisfaction  survey 
levels. 

5.  Develop  documentation  of  licensed  insurance  producer 
inquiries  to  address  and  improve  the  program. 

Completed  by 

6/98 

Responsibility 

VP  Admin/Finance  and  CR&C  Dir. 

Action 

Results 

Comp  by 

Responsibility 

1 .  CSU  will  document  all  producer 
inquiries  and  forward  to  functional 
department  addressed  in  the  inquiry 
with  a  summary  to  VP 
Underwriting  and  President. 

Early  intervention 
to  identify  issues 
and  improve 
services  to 
producers  and  to 
other  customers 

7/97 

VP 
Admin/Fin 

2.  CSRs  attend  advanced  Call 
Management  training. 

decreased  time  to 
take  claims  and 
information  over 
the  phone  and 
improved  customer 
service 

12/97 

VP  Admin/ 
Finance,  VP 

HR 

3.  Research  development  of 
interactive  voice  response. 

plan  of  action  to 
President 

4/98 

VP  Admin/ 
Finance 

VPMIS 

4.  Explore  electronic  signature. 

task  force  report  to 
President  and  VPs 

5/98 

VP  Admin/ 
Fin 

5.  Conduct  6  training  sessions  for 
medical  providers,  employers  and 
specialized  policy  groups. 

involved  and 
informed  customers 
and  timely  and 
accurate  reporting 
of  claims 

6/98 

CR&C  Dir. 

26  -  Communications 


Action 


Ensure  CSRs  are  updated  monthly 
about  changes  in  all  State  Fund 
operations.  CSR  staff  attend  regular 
department  meetings  in  Claim  and 


Underwriting. 


Results 


1 8  fully  trained 
customer  service 
representatives  that 
handle  all  first 
reports  and 
incoming  calls; 
improved  customer 
service 


Comp  by 


6/98 


Responsibility 


VP 

Admin/Fin, 

with  all  VPs 


B.    Continue  to  provide  effective  and  ongoing  policyholder,  claimant  and  employee 

communications  and  activities. 

Current  Performance 

'97  CSS  results  indicate  that  : 

1 .  56%  of  CSS  respondents  strongly  agree  or  agree  that  the 

Pilot  is  informative  and  interesting  (38.8%  are  neutral). 

2.  63%  of  CSS  respondents  strongly  agree  or  agree  that 

written  material  is  easy  to  read  and  forms  easy  to  complete 

_^ 

(24.9%  are  neutral). 

o 
O 

3.  76%  of  CSS  respondents  strongly  agree  or  agree  that 

seminars  are  informative  and  useful  (18%  are  neutral). 

4.  State  Fund  employee  satisfaction  with  the  Guardian  has  not 

been  measured. 

Performance  Goal 

1.  65%  of  CSS  respondents  strongly  agree  or  agree  that  the 

Pilot  is  informative  and  interesting. 

.4— » 

2.  70%  of  CSS  respondents  strongly  agree  or  agree  that  written 

o 

C/5 

material  is  easy  to  read  and  forms  easy  to  complete. 

3.  80%  of  CSS  respondents  strongly  agree  or  agree  that 
seminars  are  informative  and  useful. 

4.  65%  of  State  Fund  employees  strongly  agree  or  agree  that 
the  Guardian  is  informative  and  interesting. 

Completed  by 

6/30/98 

Responsibility 

CR&C  Dir.,  all  VPs 

Action 

Results 

Comp  by 

Responsibility 

1 .     Develop  and  manage  electronic 

improved  internal 

11/97 

CR&C  Dir., 

employee  suggestion  box.  A 

customer 

VP  MIS,  VP 

report  on  the  program 

satisfaction 

HR 

recommendations  will  be 

provided  to  the  President. 

2.     Establish  monthly  panel  to  review 

faster  forms  review 

11/97 

CR&C  Dir. 

forms. 

process 

begin 

monthly 

reviews 

and  VPs 

27  -  Communications 


Action 

Results 

Comp  by 

Responsibility 

3.     Develop  and  manage  State  Fund 

improved  external 

12/97 

CR&C  Dir., 

Internet  Web  Site.  Technical 

customer 

VPMIS 

department  material  to  be 

satisfaction  and 

provided  by  Vice  Presidents  to 

quicker  claim 

the  C&CR  Director  for  input  and 

reporting 

formatting  on  the  web  page. 

4.     Conduct  community  seminars  in 

direct  contact  with 

12/98 

CR&C  Dir., 

October  in  six  key  markets. 

customers  to 

Special 

inform  them  of 

Assistant  to 

issues,  opportunity 

the  President 

to  promote  State 

Fund  as  a 

customer-friendly 

organization 

5.     Conduct  Four  policyholder  focus 

increased  customer 

6/98 

CR&C  Dir. 

groups  in  four  key  markets.  An 

satisfaction. 

agenda  on  meeting  structure  and 

promote  State  Fund 

content  will  be  provided  to  the 

as  a  customer- 

President  30  days  prior  to  the 

friendly 

announcement  of  meeting  dates 

organization,  assess 

and  sites. 

service  satisfaction 
and  create  an  action 
plan  to  address 
customer  needs 

6.     Continue  to  publish  semi-annual 

improved 

6/98 

CR&C  Dir. 

policyholder  newsletter  (Pilot)  to 

policyholder 

address  critical  issues  and 

awareness  and 

changes. 

satisfaction, 
promote  State  Fund 
as  a  customer- 
friendly 
organization 

7.     Establish  quarterly  advisory  group 

improved  external 

6/98 

CR&C  Dir., 

as  a  think  tank  for  articles  for 

public  relations 

and  VPs 

statewide  and  national 

publications. 

8.     Continue  to  publish  monthly 

improved  internal 

6/98 

CR&C  Dir. 

employee  newsletter  (Guardian) 

customer 

to  inform  and  educate  employees. 

satisfaction 

28  -  Communications 


Action 

Results 

Comp  by 

Responsibility 

9.     Conduct  post  cancellation 

improved  service 

6/98 

CR&C  Dir. 

interviews,  within  one  month  of 

through  identified 

cancellation  with  all  voluntary 

weaknesses 

cancelled  policyholders  with 

premium  >$5,000.  Create  log  and 

submit  quarterly  summary  reports 

to  President  and  direct  reports. 

29  -  Communications 


Claim  Management 

We  are  sincere  in  our  efforts  to  control  claim  costs  and  assist  injured  employees  in  their  recovery 
from  an  on  the  job  accident.  To  accomplish  this,  our  goals  conform  to  the  philosophy  that 
building  partnerships  with  policyholders,  licensed  insurance  producers,  the  injured  employee  and 
the  physician  will  result  in  the  desired  long  term  outcome  to  reduce  costs,  prevent  fraud  and 
assist  customers  in  taking  control  of  their  workers'  compensation  experience.  We  will 
concentrate  on  prompt  24-hour  contact,  thorough  investigations,  immediately  providing  benefits 
to  those  qualified,  developing  medical  cost  containment  programs,  identifying  and  prosecuting 
fraudulent  claims,  and  returning  injured  employees  to  work.  We  believe  this  plan  moves  us 
closer  to  becoming  Montana's  insurance  carrier  of  choice  and  industry  leader  in  service. 


30  -  Claim  Management 


IV.  Promptly  investigate  and  effectively  manage  lost  time  claims  with  a  focus  on  early  return  to 
work.  Immediately  contact  injured  workers  and  policyholders  following  claim  assignments 
and  reduce  indemnity  claims  reporting  time  and  the  overall  return  to  work  period. 


Current  Performance 


o 
O 


>> 

I 

CO 


1.  Cumulative  average  of  83.2%  of  all  medical  bills  received  are  paid 
within  30  days. 

2.  We  are  currently  measuring  24  hour  claimant  contact  from  date  of 
assignment  to  the  adjuster  and  have  achieved  a  78.4%  success  rate. 
For  FY98  and  forward  we  have  changed  this  target  and  will  focus  on 
24  hour  contact  from  the  date  of  notice  to  the  Fund. 

3.  We  are  currently  measuring  24  hour  employer  contact  from  date  of 
assignment  to  the  adjuster  and  have  achieved  an  85.2%  success  rate. 
For  FY98  and  forward  we  have  changed  this  target  and  will  focus  on 
24  hour  contact  from  date  of  notice  to  the  Fund. 

4.  This  is  a  new  target  and  not  currently  measured. 

5.  This  is  a  new  target  and  not  currently  measured. 

6.  93.2%  of  our  policyholders  are  satisfied  with  claim  service. 

7.  75%  of  lost  time  claims  are  reported  within  14  days. 

8.  FY97  ten  months  development  -  67  days.  Compared  to  FY96  at  10 
months  developed  there  was  a  reduction  of  3  days  or  4.3%. 


Performance  Goal 


1.  Average  of  90%  of  bills  paid  within  30  days;  achievement  will 

require  effective  and  timely  implementation  of  AMPS  and  EDI. 

2.  Over  the  next  two  years,  150%  improvement  in  24  hour  contact,  from 
the  date  of  notice,  with  the  injured  worker  on  all  continuous  lost 
time  claims;  this  contact  will  be  made  in  person  or  by  phone. 

3.  Over  the  next  two  years,  150%  improvement  in  24  hour  contact, 
from  the  date  of  notice,  with  the  employer  on  all  continuous  lost 
time  claims;  this  contact  will  be  made  in  person  or  by  phone. 

4.  If  personal  contact  can  not  be  made  within  two  days,  an 
acknowledgment  letter  will  be  sent  to  the  employer  and  injured 
worker  within  48  hours  of  notice  to  the  Fund  of  a  continuous  lost 
time  claim. 

5.  An  acknowledgment  letter  will  be  sent  on  all  medical  only  claims 
to  the  injured  worker  within  48  hours  of  notice  to  the  Fund. 

6.  Maintain  current  policyholder  customer  service  satisfaction 
results  with  a  plus  or  minus  fluctuation  of  5%. 

7.  Maintain  a  yearly  average  of  80%  of  lost  time  claims  reported  to 
the  Fund  within  14  days. 

8.  Maximize  return  to  work  efforts  and  reduce  average  lost  workdays 
by  6%. 


Completed  by 


6/30/99 


Responsibility 


VP  Claims,  VP  Admin/Finance 


31  -  Claim  Management 
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A.    Maintain  an  average  of  85%  of  first  compensation  payments  made  wittiin  14  days  of 
notice  for  the  last  six  months  of  FY98. 

Current  Performance 

This  is  a  new  measurement. 

Performance  Goal 

Maintain  an  average  of  85%  of  first  compensation  payments 
made  within  14  days  of  notice  for  the  last  six  months  of  FY98. 

Completed  by 

6/98 

Responsibility 

VP  Claims 

Action 

Results 

Comp  by 

Responsibility 

1 .     Revise  department  stats  and 
produce  monthly  reports  that 
measure  monthly  and 
cumulative  performance. 

measure 
department  results 

7/97 

VP  Claim 

2.     Develop  action  plan  and 
report  to  President. 

improve  workflow 
and  achieve  goal 

10/97 

VP  Claim 

"3 
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B.    Average,  over  the  year,  85%  of  legitimate  bills  paid  within  30  days  of  receipt. 

Current  Performance 

83.2%  of  legitimate  bills  are  paid  within  30  days  of  receipt. 

Performance  Goal 

85%  of  legitimate  bills  will  be  paid  within  30  days  of  receipt. 

Completed  by 

6/98 

Responsibility 

VP  Claim 

Action 

Results 

Comp  by 

Responsibility 

1 .     Produce  monthly  reports  to 
identify  profiler  performance 
achievements. 

increase 

productivity  and 
measure 
performance 

7/97 

VP  Claim 

2.     Monthly  training  for  profilers  on 
fee  schedule  and  other  critical 
areas. 

control  costs  and 
reduce  errors 

9/97 

VP  Claim 

3.     Develop  and  produce  quarterly 
provider  newsletters. 

improve  provider 
billing  and  reduce 
payment  delays 

10/97 

VP  Claim  and 
CR&C  Dir. 

32  -  Claim  Management 


Action 

Results 

Comp  by 

Responsibility 

4.  Revise  reports  to  measure  adjuster, 
unit  and  department  performance  in 
this  area. 

increase 

productivity  and 
measure 
performance 

AMPS 
imple- 
mentation 

VP  Claim 

o 
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C.    During  the  first  six  months  of  FY98,  maintain  75%,  and  for  the  last  six  months  of 
FY98,  80%  of  lost  time  claims  (excluding  OD)  to  be  reported  within  14  days. 
Reporting  includes  injured  worker,  employer  and  provider  notice  of  accident. 

Current  Performance 

75%  of  lost  time  claims  are  reported  within  14  days. 

Perfoniiance  Goal 

75%  first  six 
(excluding  C 

months,  80%  last  six  months,  of  h 
)D)  will  be  reported  within  14  days 

3St  fime  claims 

Completed  by 

6/98 

Responsibility 

VP  Claim  and  VP  Admin/Finance 

Action 

Results 

Comp  by 

Responsibility 

1 .     Analyze  and  produce  reports  that 
identify  the  reporting  time  of  lost 
time  claims  regardless  of  source. 

measure  results 

7/97 

VP  Claim 

2.     Develop  plan  to  improve 

performance  and  provide  a  report 
to  the  President. 

improve 
performance 

10/97 

VP  Claim 

o 
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D.     Average  over  the  last  six  months  of  FY98,  100%  improvement  in  24  hour  contact 
(excluding  weekends)  from  the  date  of  noUce  to  the  Fund  with  the  injured  worker  and 
employer  on  all  continuous  lost  time  claims.  If  contact  can  not  be  made  an 
acknowledgment  letter  will  be  sent  within  48  hours  of  notice  to  the  injured  worker  and 
employer.  Within  48  hours  of  notice  to  the  Fund,  an  acknowledgment  letter  will  be 
sent  to  the  injured  worker  on  all- medical  only  claims. 

Current  Performance 

This  is  a  new  goal. 

Performance  Goal 

Same  as  above. 

Completed  by 

6/98 

Responsibility 

VP  Claim  and  VP  Admin/Finance 

Action 

Results 

Comp  by 

Responsibility 

1.     Claims  and  CSU  will  develop  a 
plan  of  action  and  report  to 
President. 

improve 
performance 

11/97 

VP  Claim 

33  -  Claim  Management 


Action 

Results 

Comp  by 

Responsibility 

2.     Quality  control  will  measure 

performance  and  produce  monthly 
report. 

measure 
performance 

12/97 

VP  Claim 

o 
O 
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E.    Reduce  FY98  average  lost  workdays  by  3%  from  FY97  benchmarks,  and  achieve  an 
average  yearly  productivity  ratio  of  1.02  to  1.05.  True  productivity  targets  will  be 
established  by  removing  the  actual  decrease  in  claims  reported  for  the  period 
measured  to  establish  the  productivity  ratio. 

Current  Performance 

FY96  (70  days)  to  FY97  (67  days)  -  4.3%  reduction  (10 
months  developed),  FY95  to  FY96  -  4.9%  increase  (20 
months  developed),  FY97  cumulative  productivity  removing 
percent  of  decreased  claims  reported  demonstrate  less  than  1 .0 
productivity. 

Performance  Goal 

Reduce  FY98  average  lost  workdays  by  3%  from  FY97 
benchmarks,  and  achieve  an  average  yearly  productivity  ratio 
of  1.02  to  1.05. 

Completed  by 

6/98 

Responsibility 

VP  Claim 

Action 

Results 

Comp  by 

Responsibility 

1 .     Produce  monthly  field  adjuster 
reports  identifying  productivity 
and  quantity  of  personal  service 
visits. 

measure  field 
adjuster 

productivity  and 
performance 

7/97 

VP  Claim 

2.     Evaluate  Claims  Tech  position 
and  develop  new  position 
profile. 

reduce  adjusters 
work  load  and 
increase 
productivity 

7/97 

VP  Claim 

3.     Produce  monthly  and  cumulative 
productivity  ratio  reports 
removing  the  percent  of 
reduction  in  claims  reported 
from  the  calculations. 

measure 
productivity 

7/97 

VP  Claim 

4.     Complete  disability  management 
training  and  produce  an  agenda 
with  a  list  of  attendees  to  be 
provided  to  the  President. 

improve  claims 
management 

10/97 

VP  Claim 

5.     Participate  in  four  policyholder 
workshops. 

increase 

employer 

awareness 

6/98 

VP  Claim 

34  -  Claim  Management 


Action 

Results 

Comp  by 

Responsibility 

6.     Develop  process  to  even  out 

ensure  workable 

6/98 

VP  Claim 

adjuster  case  loads  and  provide  a 

case  loads 

report  to  the  President  on  method 

and  implementation  details  and 

timeframe. 

o 
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F.     Maximize  medical  cost  containment  and  achieve  quality  and  time  line  requirements 
identified  within  MCO  contracts. 


Current  Performance 


MCO  contracts  in  six  areas. 


Performance  Goal 


Maximize  MCO  performance  and  savings  (achievement  of  lost 
time  work  day  reduction  in  short  term  goal  E). 


Completed  by 


6/98 


Responsibility 


VP  Claim 


Action 


Results 


Comp  by 


Responsibility 


1.     Implement  new  MCO  contract  or 
contract  amendments. 


improvement  in 

MCO 

performance 


7/97 


VP  Claim 


2.     Re-design  peer  review 
procedures  and  contract. 


improve  quality 
and  cost 


7/97 


VP  Claim 


3.     Evaluate  IME  contract  and 
implement  a  management 
control  procedure. 


improve  quality 
and  cost 


7/97 


VP  Claim 


4.     Train  department  staff  in  area  of 
MCO/PPO  contracts. 


better  trained 
staff 


7/97 


VP  Claim 


5.     Quarterly  personal  evaluation 
and  review  of  MCO  performance 
and  compliance  with  contract 
requirements. 


manage  MCO 
and  ensure 
compliance  with 
contracts 


10/97 


VP  Claim 


6.     Produce  monthly  reports  that 
identify  allocated  costs,  and 
measure  quality  of  vendor 
services. 


manage  vendor 
quality  and  costs 


10/97 


7.     Identify  and  produce  reports 

needed  to  evaluate  medical  costs. 


measure 
improvements 


12/97 


VP  Claim 


VP  Claim 


8.     Re-evaluate  all  PPO  contracts. 


improve  quality 
and  cost 


12/97 


VP  Claim 


35  -  Claim  Management 


Action 

Results 

Comp  by 

Responsibility 

9.     Maximize  medical  case 

management  services,  evaluate 
nurse  case  manager  vendor 
services  and  complete  a  ROI 
analysis  and  report  to  the 
President. 

improve  quality 
and  cost 

12/97 

VP  Claim 

10.  Provide  President  with  quarterly 
reports  that  identify  allocated 
costs  and  vendor  quality  and 
performance  for  the  MCO/PPO, 
IME,  PI,  peer  review  and  nurse 
case  managers. 

informed 
President 

12/97 

VP  Claim 

1 1 .  Ensure  customers  are  advised  of 
potential  delays  no  later  than  14 
days  prior  to  AMPS 
implementation  . 

reduce  provider 
complaints 

before 
AMPS 
launch 

VP  Claim 

12.  Provide  President  with  detailed 
report  that  identifies  legislative 
and  internal  recommendations  to 
improve  MCO  performance. 
This  will  require  Millimen  & 
Robinson  evaluation  of  program 
with  recommendations  and 
completion  of  action  items  3  and 
12. 

executive 
summary  of 
MCO  program 

4/98 

VP  Claim 

13.  Implement  pharmacy  PPO. 

reduce  phaiuiacy 
costs 

6/98 

VP  Claim 
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G.    Improve  work  flow, 
management  reports. 

communications,  claim  system  functionality  and  quality  of 

Current  PerfoiTnance 

New  system  requires  new  procedures;  management  reports  are 
functional  but  need  changes;  new  system  requires 
enhancement. 

Performance  Goal 

Improve  work  flow,  communications,  claim  system 
functionality  and  quality  of  management  reports. 

Completed  by 

6/98 

Responsibility 

VP  Claim 

36  -  Claim  Management 


Action 

Results 

Comp  by 

Responsibility 

1 .     Identify  needed  claims  system 

improve  system 

ongoing 

VP  Claim 

enhancements  (BIS  II)  and 

functionality 

obtain  President's  approval 

before  implementation. 

2.     Identify  and  automate  current 

reduce  manual 

ongoing 

VP  Claim 

management  reports. 

production  of 
reports 

3.     Develop  procedures  and  reports 

evaluate  cost  of 

7/97 

VP  Claim 

to  measure  rehab  ttd  paid,  tuition 

new  rehab 

and  book  costs,  auxiliary  rehab 

legislation 

costs  and  results  of  formal 

training  programs. 

4.     Provide  claims  computer  system 

cross  train  staff 

7/97 

VP  Claim 

training  to  other  departments. 

5.     Produce  critical  activities  log  for 

meet  critical 

7/97 

,  VP  Claim 

the  Claims  Department 

deadlines 

6.     Provide  training  to  claim 

improve 

8/97 

VP  Legal 

personnel  regarding  legislative 

customer  service 

changes  from  recent  session. 

7.     Produce  monthly  MIRA  reports. 

improve 

reserving 

adequacy 

8/97 

VP  Claim 

8.     Develop  quick  reference  manual 

trained  staff 

12/97 

VP  Claim 

for  all  vendor  contracts. 

9.     Review  form  and  macro  letters, 

automate  and 

6/98 

VP  Claim  and 

implement  auto  system  and 

improve 

CR&C  Dir. 

develop  example  forms  manual. 

communications 

10.  Complete  department  procedures 

improve 

6/98 

VP  Claim 

manual  to  include  new  computer 

productivity  and 

system  and  provide  copies  to 

consistency 

President  and  Internal  Auditor. 

1 1 .  Develop  and  implement  a  plan 

maintain 

6/98 

VP  Claim.  VP 

to  provide  appropriate  and 

mutually 

MIS 

effective  data  links  with  other 

beneficial  data 

state  agencies. 

links  between 
state  agencies 

12.  Develop  automated  policyholder 

improve 

6/98 

VP  Claim  and 

communications. 

communications 

with 

policyholders 

CR&C  Dir. 

37  -  Claim  Management 


Action 

Results 

Comp  by 

Responsibility 

13.  Create  a  work  group  of  key 

players  and/or  use  the  best  claim 
practices  committee  to  review 
key  work  flow  areas,  procedures 
and  forms  to  identify 
efficiencies,  develop 
recommendations  and  produce  a 
report  to  President. 

improve 
efficiencies 

6/98 

VP  Claim 

o 
O 

H 
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H.    Improve  customer  service  through  effective  claim  management. 

Current  Performance 

Training  provided  on  claim  topics  as  needed. 

Perfonnance  Goal 

Training  focused  on  identified  key  issues  in  claim 
management. 

Completed  by 

6/98 

Responsibility 

VP  Claim 

Action 

Results 

Comp  by 

Responsibility 

1 .     Develop  and  implement 
advanced  adjuster  training, 
produce  agenda  and  provide 
copies  to  President. 

better  trained 
adjusters 

7/97 

VP  Claim 

2.     Review  and  analyze  past 
litigated  claims  and  target 
reoccurring  issues  for  claim 
training,  produce  training  agenda 
and  provide  copy  to  President. 

training  topics 
identified 

1/98 

VP  Legal 

38  -  Claim  Management 


V.    Improve  and  maintain  an  effective  fraud  prevention  and  detection  program  and 

maximize  recoveries 

for  fraud  and  subrogation. 

Current  Performance 

1.  Fraud  ROI  is  3  to  1. 

2.  Projected  FY97  subrogation  recoveries:  actual:  $325,000 

c3 
O 

a 

CS 

reserve  savings:  $300,000. 

Performance  Goal 

1.  Maintain  and  improve  our  3  to  1  return  on  investment  with 

>> 

the  fraud  program,  including  the  fraud  department  budget. 

1 

Department  of  Justice  costs,  and  PI  costs  related  to 

s 

's-( 

prosecuted  cases. 

2.  Increase  subrogation  recoveries  by  maximizing  current 

legislation  and/or  seek  additional  legislative  reforms. 

>— < 

3.  Implement  an  effective  automated  fraud  detection  system. 

Completed  by 

6/99 

Responsibility 

VP  Claims  and  VP  Legal 

13 
o 

O 

S 
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A.    Maintain  a  3  to  1  return  on  investment  for  the  fraud  program.  This  includes  the  fraud 
department  budget,  Department  of  Justice  costs  and  PI  costs  related  to  prosecuted 
cases. 

Current  Performance 

FY96  completed  year:  3.2  to  1  return  on  investment. 

Performance  Goal 

3  to  1  or  better  return  on  investment. 

Completed  by 

6/98 

Responsibility 

VP  Claim 

Action 

Results 

Comp  by 

Responsibility 

1 .     Produce  monthly  reports  that 
measure  ROI  including  all  PI  and 
prosecution  costs. 

improve  ROI 
and  manage  PI 
quality  and  costs 

8/97 

VP  Claim 

2.     Develop  and  implement  a  plan  to 
increase  public  reporting  of 
fraudulent  activities  and  report  to 
President. 

increase  fraud 
tips 

9/97 

VP  Claim  and 

CR&C  Dir. 

39  -  Claim  Management 


Action 

Results 

Comp  by 

Responsibility 

3.     Develop  and  implement  a 
strategy  that  will  identify  and 
deter  provider  fraud  and  report  to 
President. 

deter  provider 
fraud 

10/97 

VP  Claim 

4.     Automate  index  reporting 
procedures. 

increase  access 
to  index 

10/97 

VP  Claim 

5.     Produce  monthly  reports  that 
evaluate  effectiveness  and 
timeliness  of  the  Attorney 
General's  efforts  to  prosecute 
offenders  and  copy  President. 

reduce  time  log 
to  prosecution 

10/97 

VP  Claim 

6.     Evaluate  the  impact  of  the  fraud 
effort  by  calculating  loss  ratio 
with  and  without  fraud  savings, 
review  methodology  with 
President. 

increased 

management 

information 

12/97 

VP  Claim 

7.     Improve  quality,  timeliness  and 
cost  of  PI  services.  Measure 
average  cost  per  investigation, 
per  vendor,  success  of 
investigation  by  vendor, 
timeliness  of  completing 
investigation  and  average  time  to 
provide  us  with  a  report  by 
vendor.  Copy  of  this  report  will 
be  provided  to  the  President. 

better 

management  of 
PI  services 

6/98 

VP  Claim 

8.     Increase  fraud  unit's  ability  to 
obtain  information  by 
investigating  ability  to  obtain 
subpoenas  and  police  authority 
for  our  investigations.  Provide 
recommendations  to  President. 

improved  ROI 

6/98 

VP  Claim 

o 

a 

o 

B.    Increase  subrogation  recoveries  and  reserve  savings  by  10%  over  FY97  results. 

Current  Performance 

$612,522  as  of  April  30,  1997. 

Performance  Goal 

Increase  subrogation  recoveries  and  reserve  savings  by  10% 
over  final  FY97  results. 

Completed  by 

6/98 

Responsibility 

VP  Claim,  VP  Legal 

40  -  Claim  Management 


Action 

Results 

Comp  by 

Responsibility 

1.     Develop  strategy  to  maximize 
benefit  of  July  1997  legislation; 
and/or  seek  additional  legislative 
reforms  and  provide 
recommendations  to  President. 

increase  savings 

9/97 

VP  Claim,  VP 

Legal 

2.     Develop  and  implement 
advanced  adjuster  training, 
develop  agenda  and  attendees  list 
and  provide  to  President  for 
review. 

increase  savings 

12/97 

VP  Claim 
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C.    Evaluate  cost  effectiveness  of  implementing  an  outside  fraud  detection  software 
package. 

Current  Performance 

Not  measurable. 

Performance  Goal 

Thorough  evaluation  completed  and  provided  to  President  for 
review. 

Completed  by 

6/98 

Responsibility 

VP  Claim,  VP  MIS 

Action 

Results 

Comp  by 

Responsibility 

1 .     Determine  what  software  is 
available. 

increase  choices 

09/97 

VP  Claim 

2.     Establish  cost  of  systems 
including  MIS  resources. 

costs  identified 

10/97 

VP  Claim 

3.     Provide  President  a  detailed 
report  with  recommendations 
that  evaluate  claim  management 
value  added  component,  resource 
needs,  costs  and  timing  of 
implementation,  the  pro  and  cons 
of  each  system  and  a  cost  benefit 
analysis. 

detailed  report 

12/97 

VP  Claim  & 

VPMIS 

41  -  Claim  Management 


Resource  Management 


Work  Plan 


42 


Human  Resources 

The  ability  to  attract,  develop  and  retain  qualified,  productive  and  satisfied  employees  is  critical  to  achieve 
our  mission.  Recruitment  and  selection,  compensation  management,  position  classification,  training  and 
development,  performance  management,  and  labor/management  relations  are  all  human  resources 
programs — designed  to  help  provide  a  challenging  and  supportive,  high  performance  environment.  These 
programs  enable  all  employees  to  contribute  to  the  achievement  of  their  department  and  organization 
objectives.  The  Human  Resources  departmental  goals,  as  outlined  in  this  year's  Strategic  Business  Plan,  are 
oriented  toward  refining  existing  and  implementing  new  human  resource  programs  that  will  support 
achievement  of  business-wide  objectives. 
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VI.        Identify  issues  and  create,  monitor  and  modify  actions  to  achieve  optimal  overall  employee 
satisfaction. 

Current  Performance 

First  employee  satisfaction  survey  conducted  in  1995  with  mean  score 
of  2.66  reflecting  overall  satisfaction  level  slightly  above  a  median 
score  of  2.5  on  a  scale  of  1  -  4.  Follow-up  survey  conducted  in  August 
1996  with  mean  score  of  2.79,  reflecting  an  increase  of .  13  over  the 
previous  year. 

Performance  Goal 

Overall  mean  score  of  3.0  or  greater. 

Completed  by 

6/30/98  (final  year  of  previously  established  interim  goal) 

Responsibility 

VPHR 
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A.        Fully  implement,  review  and  modify  (as  needed)  FY97  actions  and  measure 
success  to  improve  employee  satisfaction. 

Current  Performance 

2.79 

Performance  Goal 

Achieve  State  Fund  wide  overall  mean  score  of  3.0  or  greater. 

Completed  by 

6/30/98 

Responsibility 

VPHR 

Action 

Results 

Comp  by 

Responsibility 

1 .          Develop  survey  model  for 

departments  to  use  to  measure 
performance  of  actions  taken 
and  satisfaction  levels. 

provide  consistency 
in  surveying 
employee 
satisfaction  levels 

7/97 

VPHR 

43  -  Human  Resources 


Action 

Results 

Comp  by 

Responsibility 

2. 

Survey  employees  (through 

provide  report  to 

8/97 

VP  HR,  all 

use  of  independent  consultant) 

the  President 

VPs 

to  determine  changes  in 

employee  satisfaction  levels. 

3. 

Vice  Presidents  present  the 

provide  for  open 

9/97 

VP  HR,  all 

survey  results  to  their 

communications 

VPs 

respective  department  staff. 

and  mutual 
understanding  of 
problem  areas 

4. 

Identify  actions  to  address 

employee  action 

10/97 

VP  HR,  all 

problem  areas. 

committees  to 
develop  and 
recommend  actions 
to  address  problem 
areas 

VPs 

5. 

Implement  actions. 

positive  impact  on 
problem  resolution 
to  increase 
employee 
satisfaction 

11/97 

VP  HR,  all 

VPs 

O 

O 
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B.        Identify  and  implement  actions  to  improve  employee  satisfaction  on  Human  Resource 
Department  specific  issues. 

Current  Performance 

average  2.37  mean  score  on  question  numbers  18,  19,97  and  98  from 
1996  Employee  Satisfaction  Survey 

Performance  Goal 

increase  in  overall  employee  satisfaction  mean  score  on  targeted 
questions  (18,  19,  97  and  98)  by  10%  (note:  this  goal  will  be 
reanalyzed  based  upon  1997  survey  results  and  revised,  if  necessary, 
based  on  President's  input) 

Completed  by 

6/30/98 

Responsibility 

VPHR 

Action 

Results 

Comp  by 

Responsibility 

1.          Review,  analyze,  and  repon  on  results 
from  1997  survey.  Prepare  a  report 
for  the  President  with  suggested 
modifications  of  performance  goal  if 
necessary. 

Calculation  of 
accurate 
benchmarks  for 
program  evaluation 

9/97 

VPHR 

44  -  Human  Resources 


Action 

Results 

Comp  by 

Responsibility 

2.          Meet  with  department  heads 

Input  from 

10/97 

VPHR 

and  department  focus  groups 

management  and 

to  gather  input/feedback  on 

employees  to  help 

problem  areas. 

identify  specific 
problem  areas 

3.         Create  and  implement  action 

Improved  employee 

11/97 

VPHR 

plan  for  FY98  which  outlines 

satisfaction 

specific  actions  to  be  taken  to 

improve  employee  satisfaction. 

Prepare  a  report  for  the 

President  with  action  plans 

recommending  solutions  to 

targeted  issues. 

4.          Conduct  mini-survey  on 

Ensure  on-target 

6/98 

VPHR 

evaluation  of  actions  and 

and  effective 

report  to  President 

impact  of  actions 

recommended  modifications  to 

original  action  plan 
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Vn.      Review,  enhance  and  implement  Human  Resources  Programs  which  include  Performance 
Planning  and  Review  Program  (PPRP),  compensation,  recruitment  and  selection, 
information  management  systems  and  training. 


Current  Performance 


Implementation  of  PPRP,  compensation,  training  programs  and  Human 
Resources  Information  System  (HRIS)  occurred  in  1996. 


Performance  Goal 


Refine  and  streamline  human  resource  programs  to  enhance  program 
effectiveness,  reduce  duplication  and  achieve  optimal  efficiencies 
resulting  in  placement  and  retention  of  qualified  staff. 


Completed  by 


6/30/98  (final  year  of  previously  established  interim  goal) 


Responsibility 


VPHR 


45  -  Human  Resources 
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A.         Complete  implementation  of  FY98  compensation  program  and  develop  FY99 
compensation  plan. 

Current  Performance 

Phase  n  of  compensation  program  implemented  July  1996. 

Perfoimance  Goal 

Complete  Phase  II  and  begin  implementation  of  Phase  EQ  of 
compensation  program. 

Completed  By 

6/30/98 

Responsibility 

VPHR 

Action 

Results 

Comp  by 

Responsibility 

1 .          Develop  Compensation 

Program  Guide  and  present  to 
President  for  review 

provide  for 
President  review, 
comment  and 
approval 

7/97 

VPHR 

2.          Present  Compensation 

Program  Guide  to  executive 
staff  after  approval 

provide  for 
executive  staff 
review  and 
comment 

7/97 

VPHR 

3.          Publish  Compensation 
Program  Guide 

fully  informed 
employees 

8/97 

VPHR 

4.          Implement  perfoimance 

component  of  compensation 
program. 

completed  full 
cycle  of  Phase  II 

9/97 

VPHR 

13 
o 
O 

O 

B.         Review  and  enhance  PPRP. 

Current  Performance 

First  full  cycle  of  PPRP  completed  in  1997. 

Performance  Goal 

Streamline  PPRP  processing  as  measured  by  employee  and 
manager  feedback. 

Completed  By 

1/31/98 

Responsibility 

VPHR 

Action 

Results 

Comp  by 

Responsibility 

1.          Solicit  input  on  additional 

modifications  and  feedback  on 
current  effectiveness  of  PPRP 
from  employees  and 
management. 

analyze  input  and 
identify  program 
enhancements 

10/97 

VPHR 

46  -  Human  Resources 


Action 

Results 

Comp  by 

Responsibility 

2.          Present  report  with 

recommendations  to  President. 

President  to  review 
and  comment 

11/97 

VPHR 

3.          Present  executive  staff  with 

the  modifications  approved  by 
the  President. 

executive  staff  to 
provide  input  and 
comment 

12/97 

VPHR 

4.          Make  appropriate 

modifications  to  program  and 
publish  revised  program  guide. 

enhanced 
effectiveness  and 
ease  of  program 
administration 

1/98 

VPHR 
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C.         Enhance  training  programs. 

Current  Performance 

Partial  year  training  plan  implemented  in  1997. 

Performance  Goal 

Improved  training  as  measured  by  employee  and  management 
feedback. 

Completed  by 

6/98 

Responsibility 

VPHR 

Action 

Results 

Comp  by 

Responsibility 

1.          Develop  and  generate  quarterly 
training  activity  reports. 

enhanced 
effectiveness  of 
program  reporting, 
identify  use  of 
program  (activity) 

10/97 

VPHR 

2.         Solicit  input  via  survey  on 

modifications  and  satisfaction 
from  employees  and 
management  of  FY98  training 
plan  (published  7/97),  process 
requirements  and  FY99  needs. 

analyze  input  and 
identify  program 
enhancements, 
report  to  President 

1/98 

VPHR 

3.          Develop  training  plan  for 
FY99  using  survey  results 
from  action  item  above  and 
report  to  President. 

FY99  training  plan 
developed  in  time 
for  FY99  budgeting 
process 

3/98 

VPHR 

4.          Make  appropriate 

modifications  to  training  plan 
and  process  requirements. 

enhance 
effectiveness  of 
program;  employee 
training  needs  met 

6/98 

VPHR 

47  -  Human  Resources 
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D.         Enhance  recruitment  efforts. 

Current  Performance 

Use  standard  recruitment  techniques. 

Perfoiniance  Goal 

Creative,  cost  effective  recruitment  sources  tailored  to  specific 
vacancy. 

Completed  by 

12/97 

Responsibility 

VPHR 

Action 

Results 

Comp  by 

Responsibility 

1 .          Identify  additional  possible 

recruitment  sources  tailored  to 
specific  vacancy  needs  with 
report  to  President 

greater  applicant 
response  for 
difficult  to  fill 
vacancies 

10/97 

VPHR 

2.          Develop  library  of  creafive 
advertisements 

greater  applicant 
response  for 
difficult  to  fill 
vacancies 

11/97 

VPHR 

3.          Analyze  effectiveness  of 

recruitment  process  with  report 
to  President 

idenfify  cost 
effectiveness  and 
quality  of 
recruitment 
sources,  report  to 
President 

6/98 

VPHR 
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E.         Enhance  management  reporting. 

Current  Performance 

Limited,  primarily  manual  reporting  on  HR  activities. 

Performance  Goal 

Quarterly  reporting  on  major  HR  program  activity. 

Completed  by 

6/98 

Responsibility 

VPHR 

Action 

Results 

Comp  by 

Responsibility 

1. 

Gather  input  from  executive  staff  and 
the  President  on  reporting  needs  by 
providing  sample  reports  for  review 
and  comment. 

identify 
management 
reporting 
requirements 

7/97 

VPHR 

48  -  Human  Resources 


Action 

Results 

Comp  by 

Respons 

bility 

2. 

Develop  reporting  format  and  means 
of  dissemination;  Quarterly  reports 
due  10/97,  1/98,  4/98,  and  ongoing 

ensure  effective, 
standard, 
streamlined 
reporting  format 
and  dissemination 

8/97 

VPHR 

3. 

Analyze  effectiveness  of  management 
reporting  by  soliciting  input  from 
executive  staff  and  President;  modify 
as  needed. 

determine 
effectiveness  of 
management 
reports,  report  to 
President 

4/98 

VPHR 
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F.         Develop  and  publish  comprehensive  Employee  Handbook. 

Current  Performance 

No  Employee  Handbook  currently  exists. 

Perfoimance  Goal 

Develop  and  publish  comprehensive  Employee  Handbook. 

Completed  by 

6/98 

Responsibility 

VPHR 

Action 

Results 

Comp  by 

Responsibility 

1.          Develop  a  draft  table  of 

contents  to  include  topics  and 
recommended  format  for 
President  to  review. 

identify  topic  areas 
of  interest  and 
document  format; 
allow  for 
President's  input 

7/97 

VPHR 

2.          Incorporate  appropriate  input 
from  President  and  present 
table  of  contents  and 
recommended  format  to 
executive  staff  for  review  and 
comment. 

identify  topic  areas   - 
of  interest  and 
document  format; 
allow  for  executive 
staff  input 

8/97 

VPHR 

3.          Establish  areas  of 

responsibility  for  HR  staff  and 
time  lines  for  completion  of 
contents  of  Handbook  with 
report  to  President. 

ensure  that  project 
is  well  planned  for 
completion  in 
monthly 
installments  and 
priority  topic  order 
during  fiscal  year 

9/97 

VPHR 

49  -  Human  Resources 


Action 

Results 

Comp  by 

Responsibility 

4. 

Provide  copies  of  President 
approved  drafts  to  executive 
staff  for  review  and  comment 
on  monthly  basis  (beginning 
10/97)  as  completed 
throughout  the  fiscal  year. 

ensure  President 
and  executive  staff 
review  is 

completed  prior  to 
publication; 
modified  drafts  to 
be  reviewed  by  the 
President  within  30 
days  of  initial  draft 
review 

10/97 

VPHR 

5. 

Publish  Employee  Handbook 

better  informed 

11/97 

HRVP 

by  topic  area  on  a  monthly 

employees 

and  6/98 

basis  with  first  installment  to 

be  published  in  1 1/97  and 

handbook  completed  by  6/98. 
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G.         Develop  and  Publish  Human  Resources  Manual  for  Supervisors. 

Current  Performance 

limited  information  available  on  as  requested  basis. 

Performance  Goal 

Develop  and  publish  comprehensive  Human  Resources  manual  for 
supervisors. 

Completed  by 

6/98 

Responsibility 

VPHR 

Action 

Results 

Comp  by 

Responsibility 

1 .          Develop  a  draft  table  of 

contents  to  include  topics  and 
recommended  format  for 
President  to  review. 

identify  topic  areas 
of  interest  and 
document  format; 
allow  for 
President's  input 

11/97 

VPHR 

2.          Incorporate  appropriate  input 
from  President  and  present 
table  of  contents  and 
recommended  foiiuat  to 
executive  staff  for  review  and 
comment. 

identify  topic  areas 
of  interest  and 
document  foimat; 
allow  for  executive 
staff  input 

12/97 

VPHR 

50  -  Human  Resources 


Action 

Results 

Comp  by 

Responsibil 

ity 

3.          Establish  areas  of 

ensure  that  project 

1/98 

VPHR 

responsibility  for  HR  staff  and 

is  well  planned  for 

time  lines  for  completion  of 

completion  in 

contents  of  Handbook. 

monthly 

Provide  report  to  President. 

installments  and 
priority  topic  order 
during  fiscal  year 

4.          Provide  copies  of  President 

ensure  President 

2/98 

VPHR 

approved  drafts  to  executive 

and  executive  staff 

staff  for  review  and  comment 

review  is 

on  monthly  basis  (beginning 

completed  prior  to 

12/98)  as  completed 

publicaUon; 

throughout  the  fiscal  year. 

modified  drafts  to 
be  reviewed  by  the 
President  within  30 
days  of  initial  draft 
review 

5.          Publish  Supervisors  Manual  by 

better  informed 

2/98  and 

HRVP 

topic  area  on  a  monthly  basis 

supervisors 

6/98 

with  first  installment  to  be 

published  in  2/98  and  manual 

completion  by  6/98. 

51  -  Human  Resources 


Technology 

We  are  enhancing  operations  through  state-of-the-art  technology.  Automated  and  electronic  data 
interchange  (EDI)  systems  will  improve  efficiency  and  ultimately  save  resources.  Our  Automated  Medical 
Payments  System  (AMPS)  and  Policy  Services,  Premium  Audit,  Accounting,  Loss  Control  System 
(PAALS)  are  major  projects  currently  underway.  These  systems  will  improve  the  efficiency  of  our 
operations  and  create  improved  management  tools.  Goals  this  year  focus  on  expanding  our  new  systems  to 
include  all  of  our  operations. 
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Vni.     Strengthen  MIS  management  resources  and  improve  MIS  systems,  project  planning, 
programming  processes  and  knowledge  of  key  technology  issues.  Establish  disaster 
recovery  plans  to  ensure  continued  operation  of  the  State  Fund  in  a  disaster  situation. 
Install  a  fully  functional,  automated  accounting  system.  Install  operations  systems  that 
improve  efficiency,  effectiveness  and  resources. 

Current  Performance 

1 .  Project  planning  is  short  range  only. 

2.  Infrastructure  needs  to  be  updated  to  facilitate  improvements. 

3.  Using  state  systems  (SBAS,  personnel/payroll,  check  writing)  with 
manual  adjustments  and  manual  accounting  process. 

4.  A/F  staff  inputs  data  for  policyholders  that  submit  manual  payroll 
reports. 

Performance  Goal 

1.  Short  and  long  range  technology  plans  in  place. 

2.  Key  research  identified  with  cost/benefit  determined  on  key  projects. 

3.  High  system  availability. 

4.  Improve  operations  through  system  automation. 

5.  Fully  automated  general  ledger  and  accounts  payable  system  specific 
to  insurance  accounting  procedures. 

6.  AMPS  and  PAALS  implemented. 

Completed  by 

6/30/99 

Responsibility 

VP  MIS,  VP  Admin/Finance,  VP  Underwriting,  VP  Claims 

52  -  Technology 
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A.         Implement  the  PAALS  and  AMPS  systems,  including  Phase  I  and  II  components. 

Current  Performance 

Utilize  state  mainframe  for  policy  and  medical  systems,  work 
flows  paper  based. 

Perfoiniance  Goal 

Have  systems  online  and  functioning,  including  electronic 
workflow  and  imaging. 

Completed  by 

2/98 

Responsibility 

VPMIS 

Action 

Results 

Comp  by 

Responsibility 

1.  Develop  an  interim  system  to  track 
agency  activity  and  enable  payment 
of  commissions  prior  to  PAALS 
launch. 

successful 
implementation  of 
interim  system 

7/97 

VP  MIS,  VP 

Underwriting, 
VP  Admin/Fin 

2.   Launch  systems. 

successful 
implementation  of 
systems 

2/98 

VP  MIS,  VP 

Claims,  VP 
Underwriting 

3.  Evaluate  effectiveness  of  systems. 

user  and 

management  input 
received;  report 
written  and 
presented  to 
President 

4/15/98 

VP  MIS,  VP 

Claims,  VP 
Underwriting 
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B.         Implement  EDI  for  medical  billing. 

Current  Performance 

All  medical  bills  on  paper. 

Performance  Goal 

Have  the  capacity  to  send  electronic  referrals  and  receive 
medical  bills  electronically. 

Completed  by 

6/98 

Responsibility 

VPMIS 

Action 

Results 

Comp  by 

Responsibility 

1.          Draft  and  submit  an  RFP  for 
vendor  services  for  a  medical 
EDI  clearinghouse. 

RFP  sent  out 

8/97 

VP  ^ns, 

Claims 

Medical 

Director 

53  -  Technology 


Action 

Results 

Comp  by 

Responsibility 

2.          Implement  AMPS  Phase  H. 

systems  launched 
and  receiving  bills 

6/98 

VPMIS 
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C.         Evaluate  and  improve  system  infrastructure. 

Current  Performance 

LAN  appears  to  be  near  capacity  with  the  launch  of  BIS  and 
imaging,  errors  at  individual  PCs  affect  entire  floors. 

Performance  Goal 

Increased  stability  and  capacity  in  the  networks  resulting  in 
fewer  problems,  as  measured  by  employee  and  manager 
feedback  and  network  management  measurements.  Move  the 
network  from  Token-Ring  to  Ethernet  for  higher  bandwidth  and 
capacity. 

Completed  by 

2/98 

Responsibility 

VPMIS 

Action 

Results 

Comp  by 

Responsibility 

1 .          Install  base  network  changes  to 
begin  migration  to  Ethernet. 

basic  Ethernet 
components  in 
place 

11/97 

VPMIS 

2.          Evaluate  database 

management  practices  (post- 
launch). 

a  set  of 

recommendations 
to  President  to 
improve  data 
management 

2/98 

VPMIS 

3.          Develop  base  LAN 

performance  measurements. 

report  to  President 
developed  with 
base  perfoimance 
indicators  indicated 

2/98 

VPMIS 

4.          Make  changes  to  the  LAN  to 
improve  reliability  and 
redundancy. 

LAN  upgrade  in 
place 

2/98 

VPMIS 

54  -  Technology 
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D.  Expand  management  reporting  capabilities. 


Current  Performance 


Performance  Goal 


Completed  by 


Responsibility 


All  reports  are  paper  based;  new  reports  cannot  be  delivered  as 
fast  as  needed. 


Many  reports  viewed  online,  flexible  environment  in  which 
reports  can  be  quickly  defined  and  generated. 


5/98 


VPMIS 


Action 


1 .   Evaluate  and  install  enhanced 
management  reporting  tools. 


2.   Create  flexible  online  reporting 
facilities. 


Results 


new  tools  acquired 
and  installed 


online  set  of  reports 
delivered  with 
automated 
notification  of 
critical  reports; 
hardcopy  binder  of 
all  available  reports 
provided  to 
President  with 
access  instructions 


Comp  by 


3/98 


5/98 


Responsibility 


VPMIS 


VPMIS 
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E.  Create  an  Internet/Intranet  presence  for  the  State  Fund. 

Current  Performance 

No  Internet  presence. 

Performance  Goal 

Make  use  of  this  technological  area  to  educate,  inform  and 
improve  operations;  Internet/Intranet  operational. 

Completed  by 

3/98 

Responsibility 

VP  MIS 

Action 

Results 

Comp  By 

Responsibility 

1 .   Develop  policies  and  procedures 
for  the  maintenance  of  Internet 
Web  pages.  Clearly  identify  roles 
and  responsibilities  for  the 
introduction  or  change  of  Internet 
material.  Guide  to  be  presented 
to  the  President  prior  to 
implementation. 

manual  created 
with  processes 
defined  and 
approvals 
identified 

10/97 

VPMIS, 

CR&C  Dir. 

55  -  Technology 


Action 

Results 

Comp  By 

Responsibility 

2.    Develop  and  launch  basic  Internet 

Web  pages 

11/97 

VP  MIS, 

Web  pages. 

created 

CR&C  Dir. 

3.   Launch  Internet  enabled  E-mail. 

new  E-mail  in 
use  and  capable 
of 

communicating 
with  outside 
customers  and 
agencies  who 
have  Internet 
access 

12/97 

VPMIS 

4.   Establish  a  basic  Intranet  that  can 

Intranet 

3/98 

VP  MIS,  all 

serve  as  a  starting  point  for  better 

available 

VPs 

interna]  information  sharing. 

5.   Provide  advice  on  relevant  issues 

legal  support 

2/98 

VP  Legal,  all 

including  confidentiality  and 

provided  to 

VPs 

privacy  rights. 

assist  in 
protection  of 
confidentiality 
and  privacy 
rights 

6.  Expand  State  agency  access  to 

forms  online 

4/98 

VP  MIS,  VP 

include  loss  reporting. 

Claims, 
VP  Admin/ 
Finance 

7.   Coordinate  agency 

interdepartment 

6/98 

All  VPs 

communication  for  information 

activities  in  line 

sharing. 

with  business 
goals 
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F.  Implement  the  most  cost  effective  and  efficient  legal  CD-Rom  system. 

Current  Performance 

Inefficient  resource  distribution  with  limited  access  for 
multiple  users. 

Performance  Goal 

Improved  resources  efficiency  and  access  as  measured 
by  employee  and  manager  feedback. 

Completed  by 

6/98 

Responsibility 

VP  MIS,  VP  Legal 

56  -  Technology 


Action 

Results 

Comp  By 

Responsibility 

1 .    Evaluate  current  system 
and  compare  with  new 
applications. 

purchase  and 
implement  new 
CD  information 

system 

6/98 

VP  MIS,  VP 

Legal 
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G.  Expand  disaster  recovery  plans  to  ensure  business  continuity  in  case  of  a  disaster 
situation. 

Current  Performance 

Recovery  plans  focus  on  restoration  of  data  and  systems 
on  existing  hardware. 

Performance  Goal 

Expand  plans  to  anticipate  loss  of  hardware. 

Completed  by 

6/98 

Responsibility 

VP  MIS,  VP  Admin/Finance 

Action 

Results 

Comp  By 

Responsibility 

1 .  Inventory  all  systems  and 
prioritize. 

inventory 
completed 

1/98 

VPMIS 

2.  Create  basic  disaster 

recovery  plans  for  the  MIS 
environment.  Schedule  at 
least  one  paper  test  of  the 
plan  and  refine  based  on 
findings. 

Plans  for 

recovery 

of  systems, 

hardware  and 

operating 

environment  that 

would  allow 

continued 

business 

operations 

2/98 

VPMIS 

3.  Conduct  review  of 
backups. 

backup  system 
and  process 
documented  in 
plan 

2/98 

VPMIS 

4.  Evaluate  Hot-Site  options 
for  potential  inclusion  in 
1999  budget. 

options  identified 
with  associated 
costs 

3/98 

VPMIS 

57  -  Technology 


Action 

Results 

Comp  By 

Responsibility 

5.  Determine  State  Fund 

plans  in  place 

4/98 

VPMIS 

disaster  prevention  plan 

detailing  needs 

and  disaster 

for  emergency 

reaction/recovery  plan. 

staffing  and 
location  for 
continuous 
operation 

6.  Create  a  planning 

Comprehensive 

4/98 

VPMIS 

checkpoint  for  the 

disaster 

continued  development  of 

prevention  plan 

disaster  recovery  plans 

presented  to 
President 
including 
discussions  on 
status  and  plans 

7.  Create  minimal  hardware 

plan  sections 

6/98 

VPMIS 

and  software  requirements 

written  for 

to  be  fully  functional. 

requirements 
identified 
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H.  Evaluate  effectiveness  of  BIS. 

Current  Perfoimance 

BIS  launched  and  in  use.  Areas  of 
fully  assessed. 

improvement  not 

Performance  Goal 

Improved  efficiency  as  measured  by  employee  and 
manager  feedback. 

Completed  by 

3/98 

Responsibility 

VP  MIS,  VP  Claims 

Action 

Results 

Comp  By 

Responsibility 

1.     Evaluate  system  and 
identify  areas  of 
improvement. 

report  to 
President 

3/98 

VP  MIS,  VP 

Claims 

2.    BIS  n  enhancements 
completed. 

all  items 
complete 

6/98 

VP  MIS,  VP 

Claims 

58  -  Technology 


Finance 

Financial  stability  is  important  to  our  customers.  With  financial  stability  comes  stable  premium  rates  and 
customers  who  are  able  to  more  accurately  anticipate  insurance  costs. 

Our  Administration  and  Finance  Department  staff  work  hard  to  ensure  financial  strength.  Budgetary  analysis 
and  monitoring,  accurate  accounting  of  all  expenditures  and  revenues,  updating  and  reconciliation  of  policy 
and  claim  files,  purchasing,  mail  processing,  document  imaging  and  indexing  and  facility  management  are 
all  functions  of  Administration  and  Finance.  Our  internal  actuary  provides  rate  and  reserve  analysis  to 
support  our  consulting  actuary.  The  department  also  provides  financial  projections  based  on  historical 
financial  results. 

Goals  to  continue  our  financial  success  include  improved  tracking  of  accounts  receivable  and  reviews  of 
operating  and  loss  adjustment  expenses  to  identify  potential  savings.  We  also  will  review  the  State  Fund 
premium  rate  structure  as  compared  to  other  insurers  operating  within  the  state  and  other  states  to  ensure  the 
State  Fund  is  offering  fair  and  competitive  premiums  to  our  customers. 
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DC.        Achieve  and  maintain  competitive  premium  rates  which  are  plus  or  minus  10%  of  the 
median  NCCI  filed  loss  costs  in  the  western  states  region. 

Current  Performance 

State  Fund  average  manual  rates  (using  rates  of  7/1/96)  are  1 14%  of 
the  median  for  states  in  the  mountain  west  region,  based  on  index  rates 
published  by  the  Oregon  Dept.  of  Insurance  for  CY96  (methodology 
for  comparing  average  rate-level  is  subject  to  revision). 

Performance  Goal 

Achieve  and  maintain  competitive  premium  rates  which  are  less  than 
1 10%  of  the  median  NCCI  filed  rates  for  states  in  the  western  states 
region. 

Completed  by 

6/30/99 

Responsibility 

VP  Admin/Finance,  VP  Underwriting 
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A.         Achieve  rate-level  bench  marking  to  western  region  states  using  the  top  fifty  class 
codes  in  Montana. 

Current  Performance 

Not  currently  measured. 

Performance  Goal 

Develop  and  establish  routine  bench  marking  methodology 
comparing  current  average  State  Fund  rates  to  western  region 
states  using  rates  as  of  June  30,  1997. 

Completed  By 

12/97 

Responsibility 

VP  Admin/Finance,  VP  Underwriting 

59  -  Finance 


Action 

Results 

Comp  by 

Responsibility 

1. 

Define  mountain  west  states 

report  to  President 

9/97 

VP  Admin/ 

which  constitute  the 

with  recommended 

Finance,  VP 

geographic  marketplace  for 

benchmark 

Underwriting 

Montana  business.  (Current 

methods 

working  definition  includes 

AZ,  CO,  ID,  ND,  NM,  NV, 

OR,  SD,  UT,  &  WY). 

2. 

Develop  rate-level  comparison 

report  to  President 

11/97 

VP  Admin/ 

methodology  which  best 

of  selected  bench 

Finance,  VP 

measures  average  rate-level 

marking  methods 

Underwriting 

differences  between  the  State 

Fund  and  prevailing  rates  in 

peer  states. 

3. 

Establish  routine  schedule  for 

report  to  President 

1/98 

VP  Admin/ 

producing  benchmark  results. 

of  benchmark 
results 

Finance 
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B.         Determine  factors  creating  differences  in  rate  levels. 

Current  Performance 

Survey  of  states  completed  before  Legislative  session  showed 
most  benefits  slightly  higher  than  neighboring  states. 

Performance  Goal 

Identify  reasons  for  differences  in  State  Fund  expense  levels  as 
compared  to  western  region  states. 

Completed  By 

4/98 

Responsibility 

VP  Admin/Finance 

Action 

Results 

Comp  by 

Responsibility 

1 .          Survey  western  region  states  to 
determine  comparative 
expense  levels  (A.  benefit 
levels.  Claims  and  Legal;  B. 
LAE,  Claims  and  Legal). 

report  to  President 

recommending 

established 

benchmarks 

against  which 

State  Fund  can  be 

measured 

3/98 

VP 

Admin/Finance 

2.         Analyze  appropriateness  of 
Montana  State  Fund  expense 
levels  (operating,  ULAE  and 
ALAE)  as  compared  to 
western  region  expense  levels. 

report  to  President 
on  recommended 
areas  and  means  to 
control  expenses 

4/98 

VP 

Admin/Finance 

60  -  Finance 


Action 

Results 

Comp  by 

Responsibility 

3. 

Quantify  differences  in 

report  to  President 

4/98 

VP 

Montana  benefit  levels 

of  amount  of 

Admin/Finance 

compared  to  western  region 

difference  of 

states. 

benefit  levels  and 
identify  states  to 
specifically  qualify 
benefit  differences 
for  further  analysis 
as  part  of  business 
plan  for  FY99 
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C.         Complete  comparison  of  the  State  Fund's  overall  rate  structure  to  the  top  five 
private  carriers  in  Montana. 

Current  Performance 

Not  currently  measured. 

Performance  Goal 

Ensure  competitive  State  Fund  rate  structure;  comparison 
completed  with  report  generated  for  the  President. 

Completed  by 

7/97 

Responsibility 

VP  Admin/Finance 

Action 

Results 

Comp  by 

Responsibility 

1 .          Extract  data  on  rates  and 

financial  reports  filed  with  the 
Montana  Insurance 
Commissioner's  office  on  the 
top  five  private  carriers  in 
Montana. 

establish  rate 
structure  data  base 
with  report  to 
President  on 
findings 

9/97 

VP  Admin/ 
Finance 

2.          Analyze  factors  contributing  to 
the  deviations  from  NCCI  filed 
loss  costs. 

idenfify  non- 
competitive areas 
and  recommend 
improvements  to 
President 

11/97 

VP  Admin/ 
Finance,  VP 

Underwriting 

61  -  Finance 
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X.         Manage  cashflow  and  maintain  maximum  total  return  on  investments  while 
transferring  funds  as  statutorily  required. 

Current  Performance 

Positive  cashflow  and  ROI  of  6.25%. 

Perfonnance  Goal 

Transfer  $63.8  miUion  to  Old  Fund  and  $20  million  to  General 
Fund  without  liquidating  long  term  investments  to  maintain 
6.25%  ROI. 

Completed  by 

6/30/99 

Responsibility 

VP  Admin/Finance 

Action 

Results 

Comp  by 

Responsibility 

1.         Monitor  available  returns  on 
investments  with  the  Board  of 
Investments. 

maximize  the  total 
return  on  State 
Fund  assets 

ongoing 

VP  Admin/ 
Finance 

2.          Transfer  $10  milHon  New 
Fund  surplus  funds  to  the 
General  Fund  no  later  than 
6/30/98  using  available  funds. 

satisfy  statutory 
mandate 

6/98 

VP  Admin/ 
Finance 

3.          Transfer  $63.8  million  New 
Fund  surplus  funds  to  Old 
Fund  no  later  than  6/30/98. 

satisfy  statutory 
mandate 

6/98 

VP  Admin/ 
Finance 

4.          Transfer  $  1 0  million  New 
Fund  surplus  funds  to  the 
General  Fund  no  later  than 
6/30/99. 

satisfy  statutory 
mandate 

9/99 

VP  Admin/ 
Finance 
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A.         Establish  rates  and  analyze  pricing  programs  for  FY99  so  that  pricing  programs  of 
the  State  Fund  provide  the  Board  approved  contribution  to  surplus. 

Current  Perfonnance 

2.5%  contribution  to  surplus. 

Performance  Goal 

Recommend  to  Board  of  Directors  necessary  changes  in  pricing 
structure  to  achieve  adequate  contributions  to  surplus  of  3%. 

Completed  by 

5/98 

Responsibility 

VP  Admin/Finance,  VP  Underwriting 

62  -  Finance 


Action 

Results 

Comp  by 

Responsibility 

1. 

Assist  Underwriting 

enhance 

ongoing 

VP  Admin/ 

Department  to  develop  new 

marketability  of 

Finance,  VP 

pricing  programs  and 

State  Fund  products 

Underwriting 

strategies. 

2. 

Determine  the  feasibility  of 

recommendation  to 

12/97 

VP  Admin/ 

establishing  experience 

President  of  cost 

Finance,  VP 

modification  factors  for 

benefit 

Underwriting, 

policies  by  State  Fund  staff 

VPMIS 

and  not  NCCI. 

3. 

Analyze  pricing  programs  to 

measure  adequacy 

1/98 

VP  Admin/ 

ensure  compliance  with  Board 

of  rates 

Finance,  VP 

approved  surplus  contribution. 

Underwriting 

currently  3%  for  FY98. 

4. 

Analyze  segments  of  business 

ensure  premium  is 

2/98 

VP  Admin/ 

for  price  adequacy. 

commensurate  with 
risk  presented  by 
each  segment 

Finance,  VP 

Underwriting 

5. 

Establish  overall  rate  levels 

measure  adequacy 

5/98 

VP  Admin/ 

encompassing  pricing 

of  rates 

Finance,  VP 

programs. 

Underwriting 
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XL        Manage  cost  of  State  Fund  benefit  payments,  loss  adjustment  expenses  (LAE)  and 
operating  costs  as  compared  to  other  residual  market  state  funds  and  the  top  five 
private  work  comp  carriers  in  Montana. 

Current  Performance 

Estimated  FY97  combined  ratio  is  1 15.7%,  loss  ratio  is  97%, 
LAE  is  9.4%,  operating  expenses  are  9.3%. 

Perfoiiiiance  Goal 

Achieve  LAE  and  operating  expenses  in  bottom  quartile  of 
firms  surveyed. 

Completed  by 

6/30/99 

Responsibility 

VP  Admin/Finance,  with  all  VPs 

63  -  Finance 
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A.         Establish  appropriate  benchmark  levels  (expenses  to  premium  dollar  comparisons 
and,  where  appropriate,  per  policy  comparisons)  for  operating  costs,  loss 
adjustment  expenses  and  benefit  payments. 

Current  Performance 

Not  currently  established. 

Performance  Goal 

Survey  residual  market  state  funds  and  top  five  private  carriers 
in  Montana  and  establish  benchmarks. 

Completed  by 

12/97 

Responsibility 

VP  Admin/Finance,  with  all  VPs 

Action 

Results 

Comp  by 

Responsibility 

1.          Ajialyze  prior  actual 
expenditures. 

establish  treiids 

9/97 

VP  Admin/ 
Finance 

2.          Research  and  analyze  AASCEF 
and  industry  data. 

recommend  target 
benchmarks  to 
President 

10/97 

VP  Admin/ 
Finance 

3.          Determine  feasibility  and  cost 
benefit  of  producing  accurate 
data  for  review  and  analysis  of 
MCO  effectiveness  by 
independent  consulting 
actuary.  Currently,  most  of 
this  work  is  completed  by 
independent  consultant  at  a 
high  cost.  Producing  data 
internally  at  a  cost  savings  is 
the  goal. 

report  to  President 
recommending 
areas  for  costs 
savings  by 
internally 

producing  accurate 
data 

11/97 

VP  Admin/ 
Finance,  VP 

Claim 

o 

O 

H 

00 

B.         Increase  operational  efficiencies  of  the  State  Fund. 

Current  Performance 

Manual  processes  using  staff  resources. 

Perfoiniance  Goal 

Automation  to  reduce  reliance  on  manual  process  and  improve 
staff  efficiencies. 

Completed  by 

6/30/98 

Responsibility 

VP  Admin/Finance,  with  all  VPs 

64  -  Finance 


Action 

Results 

Comp  by 

Responsibility 

1.          Download  SBAS  to  in-iiouse 

improved  staff 

8/97 

VP  Admin/ 

Oracle  database  by  August  1 , 

efficiency 

Finance 

1997. 

2.          Provide  legal  training  on 

training  provided  to 

8/97 

VP  Legal 

workers'  compensation 

department 

legislative  changes,  collection 

personnel 

and  bankruptcy  issues. 

3.          Prepare  agency-wide  plan  for 

report  to  President 

8/97 

VP  Admin/ 

capital  improvements  (FY98  & 

of  project  plan  to 

Finance 

FY99). 

address  department 
needs  and  future 
resource  needs 

4.          Prepare  budget  procedures 

understanding  of 

9/97 

VP  Admin/ 

manual  for  FY99  budget  by 

needs  of 

Finance 

first  surveying  executive  staff 

departments  in 

of  their  needs  during  budget 

budget  area 

process  and  budget  tracking. 

5.          Provide  President  with 

report  to  President 

10/97 

VP  Admin/ 

recommended  changes  to 

of 

Finance 

budget  instructions  and  draft 

recommendations 

table  of  contents  of  Budget 

for  improved 

Instruction  Manual. 

budgeting 
efficiency 

6.          Purchasing  manual  revised  to 

updated  manual 

10/97 

VP  Legal 

include  recent  legislative 

changes. 

7.          Prepare  Budget  Instruction 

manual  to  President , 

12/97 

VP  Admin/ 

Manual  to  provide  to  operating 

for  review  and 

Finance 

departments  with  detailed 

approval  prior  to 

description  of  expenditure 

distributing  to  staff 

code  classifications  and  budget 

procedures  for  FY99  budget. 

8.         Perform  cost-benefit  and 

determined  best 

3/98 

VP  Admin/ 

feasibility  analysis  of  in-house 

options  for  warrant 

Finance 

warrant  writing  system. 

process  and  cost 
savings  for  warrant 
writing,  report  to 
President 

65  -  Finance 
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C.         Improve  accounts  receivable  tracking. 

Current  Performance 

1 .  Bad  debt  expense  as  a  percent  of  premium  over  the  last  six 
years  was  0.8%. 

2.  Currently  do  not  track  the  number  of  days  past  due  date  for 
collection  purposes. 

Performance  Goal 

1 .  Improve  bad  debt  expense  as  percent  of  premium  by  10% 
over  the  six  year  average. 

2.  Reduce  number  of  over  90  days  past  due  accounts  by  10% 
(subject  to  action  step  1  below). 

Completed  by 

6/30/98 

Responsibility 

VP  Admin/Finance,  VP  Legal 

Action 

Results 

Comp  by 

Responsibility 

1.          Establish  bad  debt  program 
with  external  collection 
agency.  Report  to  President  by 
5/98  on  pilot  results. 

determine  savings 
and  benefits  of 
using  external 
service 

9/97 

VP  Admin/ 

Finance,  VP 

Legal 

2.          Evaluate  current  spreadsheet 

of  accounts  receivable,  identify 
deficiencies,  research 
alternative  systems  and 
implement  the  most  cost 
effective  system. 

improve  tracking 
capabilities  by 
implementing  a 
new  receivables 
tracking  system 

12/97 

VP  Admin 
Finance,  VP 

Legal,  Internal 
Auditor 

3.          When  PAALS  is  operational, 
deteimine  ratio  of  premiums 
over  90  days  past  due  to  total 
premium  volume.  Include 
quarterly  report  to  President  of 
accounts  receivable  based  on 
an  aging  of  the  accounts  by  90 
days,  6  months  and  over  12 
months. 

provide  benchmark 
for  goal  using 
historic  data; 
provide  appropriate 
management 
tracking  of 
accounts  receivable 

PAALS 

launch 
date 

VP  Admin/ 
Finance 

66  -  Finance 
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XII.       Eliminate  the  Old  Fund  Liability  Tax  as  soon  as  feasible  according  to  statute,  but 
no  later  than  June  30,  1999. 

Current  Performance 

Old  Fund  unfunded  liability  at  12/31/96  (est.  $289,773,523). 

Performance  Goal 

Determine  when  Old  Fund  is  adequately  funded  per  actuary  to 
eliminate  Old  Fund  tax  on  Montana  taxpayers  (Old  Fund  fully 
funded  plus  a  10%  contingency). 

Completed  by 

6/30/99 

Responsibility 

VP  Admin/Finance 

Short  Term  (1  year)  Goal 

A.         Improve  certainty  of  Old  Fund  claim  reserves. 

Current  Performance 

Infoimation  prepared  for  actuary  is  summary  in  nature  and  is 
provided  semi-annually  to  actuary. 

Performance  Goal 

Detailed  Old  Fund  claims  information  provided  to  actuary 
semi-annually  to  determine  accuracy  of  Old  Fund  liability. 

Completed  by 

9/97  and  2/98 

Responsibility 

VP  Admin/Finance 

Action 

Results 

Comp  by 

ResponsibiUty 

1.          Analyze  Old  Fund  open  claims 
semi-annually  to  provide 
detailed  data  to  State  Fund 
consulting  actuary: 
Appropriateness  of  reserves, 
estimated  payout  pattern  (tail), 
volume  of  type  (indemnity 
and/or  medical)  and 
classification  (fatal,  permanent 
total,  peimanent  partial)  of 
open  claims.  Analyze  re- 
opened claims  for  reasons  they 
are  re-opened. 

accurate  liability 
detei mined  to 
estimate  when 
OFLT  can  be 
eliminated,  report     , 
to  President 

9/97 

and 

2/98 

VP  Admin/ 
Finance 

67  -  Rnance 


Business  Environment 

We  must  continue  to  make  strategic  changes  to  our  organizational  and  operational  structure  in  order  to 
enhance  services  to  meet  our  customer's  needs.  This  includes  continued  examination  of  the  role  of  the  State 
Fund  in  providing  workers'  compensation  insurance,  as  well  as  exploring  the  feasibility  of  additional 
products  and  services. 

As  a  guaranteed  market,  we  view  the  State  Fund  as  the  stabilizing  entity  for  the  workers'  compensation 
system  in  Montana.  As  such,  the  State  Fund  should  be  considered  a  tool  to  business  and  industry  in 
Montana.  Workers'  compensation  insurance  costs  play  an  important  role  in  keeping  the  costs  of  a 
businesses'  goods  and  services  competitive  so  they  can  market  here  and  in  other  states.  The  cost  of  workers' 
compensation  coverage  can  also  impact  the  ability  of  the  state  to  attract  new  business.  The  State  Fund  has 
historically  been  an  integral  part  of  determining  workers'  compensation  rate  levels  in  Montana. 
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Xin.     Transition  into  a  more  competitive  and  entrepreneurial  organization.  Remain  financially 
strong  and  organizationally  sound  to  absorb  swings  in  the  market  while  providing 
competiti-ve  services  and  products  to  our  customers.  Determine  the  feasibility  and  cost- 
benefit  of  customer  needed  services  such  as:  24  hour  coverage.  Employer's  Liability  and 
Other  States  Coverage. 

Current  Performance 

Operate  as  an  entity  of  state  government  with  increasing  private  carrier 
characteristics. 

Perfoimance  Goal 

Function  with  the  attributes  of  an  insurance  carrier  offering  a  choice  for 
insurance  while  retaining  the  residual  market  function.  This  includes 
fair  pricing  in  a  soft  market  and  price  stability  in  a  hard  market. 

Completed  by 

6/99 

Responsibility 

President,  all  VPs 
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A.        Explore  issues  for  legislation  that  are  relevant  to  operations. 

Current  Performance 

Increased  operational  flexibility  (i.e.  agents,  other  states  coverage  and 
dividends)  to  deserving  policyholders. 

Performance  Goal 

Legislation  researched/reviewed  to  meet  operational  and  business 
needs. 

Completed  by 

6/98 

Responsibility 

VP  Legal,  with  all  VPs 

68  -  Business  Environment 


Action 

Results 

Comp  by 

Responsibility 

1. 

Identify  and  analyze  legislative  needs 
for  further  feasibility  study  and/or 
legislation  through  survey  of 
executive  staff.  Provide  report  to 
President. 

direction 
established 

survey 
5/98  and 
report 
6/98 

VP  Legal 

2. 

Evaluate  need  for  legislation  to 
address  record  retention  in  an  imaging 
environment.  Report  to  be  provided 
to  the  President. 

cost  effective 
records  retention 

6/98 

VP  Legal 

3. 

Participate  in  DOL  Advisory  Council. 

State  Fund  input  to 
scope  and  cost  of 
regulation  of 
workers' 
compensation 
insurers  with  report 
to  President  on 
progress  and 
findings 

6/98 

VP  Adminy 
Finance 

4. 

Do  a  feasibility  and  cost  benefit  study 
of  products  such  as  24  hour  coverage 
and  provide  report  to  President. 

direction  of  new 

programs 

established 

6/98 

VP 

Underwriting, 

VP  Claim,  VP 

Legal 
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B.         Explore  enhancements  to  strategic  planning  process. 

Current  Performance 

Planning  process  occurs  annually,  focus  remains  primarily  on  interim 
and  short  term  business  needs. 

Perfoiiuance  Goal 

Report  to  President  on  recommendations  for  enhancement  to  current 
process. 

Completed  by 

1/98 

Responsibility 

VP  Legal,  VP  Admin/Finance 

Action 

Results 

Comp  by 

Responsibility 

1.          Research  availability  and  services 
provided  by  consultants  in  the  field. 

recommendation  to 
President  on 
potential 

enhancements  for 
planning  process 

1/98 

VP  Legal 

69  -  Business  Environment 
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C.         Determine  feasibility  of  implementation  of  other  states  coverage. 

Current  Performance 

Coverage  not  previously  offered. 

Performance  Goal 

Offer  other  states  coverage. 

Completed  by 

2/98 

Responsibility 

VP  Legal,  VP  Admin/Finance 

Action 

Results 

Comp  by 

Responsibility 

1.          Analyze  potential  markets  for 
coverage  product  offerings. 

determination  of 
most  favorable 
market 

8/97 

VP 

Underwriting, 

VP  Legal,  VP 
Admin/Fin 

2.          Determine  MIS  support  necessary  for 
other  states  coverage  product. 

required  systems 
are  available  to 
support  product 

10/97 

VP 

Underwriting, 

VPMIS 

3.          Recommendation  to  President  on  the 
selected  option. 

approval  for 
providing  coverage 

10/97 

VP 
Underwriting, 

4.          If  feasibility  confirmed  and  option 
selected,  contract  with  carrier(s)  and 
offer  coverage. 

coverage  made 
available 

1/98 

VP 
Underwriting, 

70  -  Business  Environment 
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Definitions 


AASCIF  American  Association  of  State  Compensation  Insurance  Funds 

ALAE  Allocated  Loss  Adjustment  Expense 

AMPS  Automated  Medical  Payments  System 

BIS  Benefit  Informati  on  System 

CSS  Customer  Satisfaction  Survey 

CSU  Customer  Service  Unit 

DOLI  Department  of  Labor  and  Industry 

EAP  Estimated  Annual  Premium 

EDI  Electronic  Data  Interchange 

GAAP  Generally  Accepted  Accounting  Principles 

IME  Independent  Medical  Exam 

LAE  Loss  Adjustment  Expense 

LAN  Local  Area  Network 

MCO  Managed  Care  Organization 

MIRA  Micro  Insurance  Reserve  Analysis 

MIS  Management  Information  System 

NCCI  National  Council  of  Compensation  Insurance 

OD  Occupational  Disease 

OFLT  Old  Fund  Liability  Tax 

PAALS  Policy  Services,  Accounting,  Audit,  Loss  Control  System 

PI  Pnvate  Investigator 

PPO  Preferred  Provider  Organization 

PPRP  Performance  Planning  and  Review  Program 

RFP  Request  for  Proposal 

ROI  Return  on  Investment 

SBAS  State  Budgeting  and  Accounting  System 

ULAE  Unallocated  Loss  Adjustment  Expense 
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